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Abstract 
 
This thesis is a detailed case study of implementation of an e-government initiative in 
Thailand—e-Revenue (the online tax payment system)—which is the country‘s most 
successful e-government process (Soontreerutana et al. 2006). The research aimed to 
identify the factors which explain the success of the implementation of the e-Revenue 
project. The specific goals of the research are: 1) to understand the factors which have 
impacted on the success of the e-Revenue project in Thailand; 2) to investigate the 
influence of culturally based behaviours and actions in policy and development and 
implementation in the e-Revenue Project; and 3) to explore how management has 
achieved the targets set for their e-government strategies.  
 
This research used a single case study approach which allowed the researcher to examine 
the phenomenon in depth and to provide extensive understanding and explanation. Case 
study research was used in this study to identify concepts and build theories, and to 
analyse existing theory. This exploratory research aimed both to identify what is 
occurring, and to offer new insights into e-government project implementation. This 
research method facilitated detailed narratives out of which to develop themes and 
overviews through narrative interpretation. Using this research method, data from 
different executive interviewees was compared and contrasted. The researcher moved 
backwards and forwards between the research literature, interview notes, records, memos 
and transcripts. The process continued until the researcher was satisfied until no new 
themes were identified. Finally, this form of data analysis allowed the researcher to look 
for and verify e-government issues within text 
 
The need to implement a national policy, the National IT Policy, was found to be the 
most critical factor in the successful implementation of the e-Revenue project. The 
research showed that it was vital that the institutional policy created was flexible, 
understandable and recognised; that it followed the government leaders‘ visions and 
strategies; that it was able to drive strategy in a certain direction; that it was supported by 
the leadership; and that it enabled the use of IT in government systems. This is not 
surprising considering previous research. However what was found in this research, by 
investigating through various levels of management in the studied organisation, showed 
the need for managers to ensure the effectiveness of e-government projects, and that it 
 xii 
was necessary for public administrators to understand the organisational requirements 
and the policies underlying the production of the project. Individual management tactics 
that responded to the need for a more effective and deliberate public policy and plans 
were critical. These personal management tactics developed from the identified need to 
change from a functionally driven to a project-driven organisation.  
 
The research also showed that the processes involved with e-government projects need to 
be initiated with strategic plans that demonstrate commitment, envisioning and enabling 
from the senior management level, as well deliberative policy reproduction. Any 
developments must be pushed by the government organisation through administrative 
commands or urged through agreements formed within organisational structures. 
However, different departments within a government organisation dealt with the 
requirements, problems and people using different solutions and different tactics.  
 
Each level of management was involved with strategic management processes in 
different ways, particularly because individuals had distinct styles and visions. These 
different management styles impacted on the achievement of all managers at different 
levels in the e-Revenue project. This research shows that the roles and practices through 
various management levels impacts significantly on successful implementation. Success 
did not just reside in the direction of the senior management or the policies they were 
intent on implementing. Rather success was built on a foundation of clear, flexible policy 
and then differentiated management tactics at each level to build the framework of the 
project. The role of senior management was to guide and control and ensured that 
practices created reflected initial intentions. In the Thai context this was achieved by the 
generation of management mandates and ‗commands‘ which work well in the Thai 
context as all organisations are essentially hierarchical and embedded with acceptance 
that delegation and responsibility are upwards rather than downwards. 
 
The research shows that an understanding of national cultures, geopolitical environments 
and their concomitant values which influence people‘s behaviour can assist public 
administrators and government organisations to improve e-government productivity and 
to choose the best approach or model for their employees to adopt. According to the Sun 
Tzu‘s the art of war, any tactic should not be repeated if the results were not as 
anticipated on the first attempt (Tzu & Griffith 1971; Wee 2000). Thus, tactics must be 
adapted in response to individual circumstances and requirements. Similarly, 
 xiii 
understanding the development and use of managerial tactics would potentially lead to 
partial explanations of a complex social reality. This research has tried to move beyond a 
singular view of technology as the key factor to achieve successful project 
implementation and instead has sought a more holistic and complex understanding of the 
interaction between management, technology, organisation and environment.  
 
This study has offered a narrative understanding of managerial practices. The approach 
has been to view e-government policy development and implementation driven by 
various managerial people as a continuous and progressive process, rather than as a series 
of isolated incidents. Therefore, the findings of this study can be used by both 
practitioners and researchers to select, examine and build new tactics appropriate to 
different countries and contexts in order to improve managerial processes and e-
government performance. This study also offers useable methods about how to control 
their employees following the project plans efficiently in order to achieve the 
organisational objectives.  
 
The findings of this study suggest that in a single country there might be multiple 
methods of interacting among individuals and organisations. Significantly, the 
management processes underlying e-government projects are commonly inaccessible and 
hidden from outside the government organisation. The main aims of technology use in e-
government are to enhance the managerial effectiveness of public administrators and to 
enhance government output. The managers in this study sought to understand e-
government project requirements, by creating supportive IT policy, establishing efficient 
IT infrastructure, meeting employees‘ needs, overseeing the entire e-government project 
and sustaining the quality of the e-government project. The managers in the e-Revenue 
project showed that the development of good relationships between employees and 
management and the establishment of teamwork and employee acceptance of a new 
project are also critical tactics for successful e-government projects 
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Chapter 1 INTRODUCTION 
 
1.1 Overview 
 
 
This research is a study of implementation of an e-government project in Thailand, the 
e-Revenue project, from the perspective of Thai executive government officers. The 
research aims to identify the factors which enhanced and lead individuals, organisations 
and a government to build on e-government project success. The research has major 
significance for Thailand as it addresses the Royal Thai Government (RTG) concerns 
about the preparations and requirements of implementing e-government projects. 
Governments around the world are investing in developing e-government initiatives to 
deliver better online public services and to use Information and Communications 
Technology (ICT) to reform current systems and work processes (Jones & Crowe 2001; 
Gauld 2009; Misuraca 2009). E-government has become a major area within public 
administration debate and its reforms (Joseph & Kitlan 2008). However, despite 
extensive research in this area, e-government still suffers dramatically from definitional 
imprecision (Scholl 2003). E-government can be generally defined as the use of ICT to 
improve public sector service delivery (INTOSAI 2005; Pardo 2000). Krootkaew 
(2004) notes that ICT enables governments not only to offer improved services, but also 
to enhance productivity and to strengthen social order. E-government nowadays entails 
more than the creation of government websites; additionally, it is a form of e-business 
in governance. It  refers to the processes and structures pertinent not only to the delivery 
of electronic services to the public in collaboration with business partners but also to 
electronic transactions within an organisation (Backus 2001). 
 
Governments internationally are attempting to identify the capabilities of ICT in the 
implementation of various e-government projects. Developing countries are trying to 
achieve their objectives of improved administration through using e-government, with 
the aim to improve public services and to modernise government tasks effectively 
(Wagner et al. 2003; Basu 2004; Ndou 2004). Al-adawi et al. (2005) claim that ICT 
offers considerable potential for the sustainable development of e-government 
initiatives for good governance. In this regard, various organisational and technological 
factors, issues and problems exist in developing countries which require further study 
and the development of suitable approaches to the study of e-government projects. In 
  2 
contrast, in developed nations such as the countries of Europe, e-government faces 
challenges of successful implementation related to cultural and political diversity, which 
calls for new forms of cooperation in implementing integrated e-government systems 
across all levels of government (Leitner 2003). Consequently, e-government has 
become a critical issue for all countries, whether developed or developing, as its 
implementation aims to increase effectiveness, competence, accountability and 
transparency in government. 
 
Nevertheless, Allen et al. (2001) claim that some e-government initiatives are already 
flourishing in developing countries, such as Brazil, India and Chile. The experiences of 
these countries show that governments in the developing world can effectively exploit 
ICT. As developing countries have unique cultures and histories, their governments 
require e-government management strategies tailored to their specific goals (Ndou 
2004; Sharifi & Zarei 2004). Thus, the success of e-government entails accommodating 
the unique conditions, needs or obstacles depending on the nature of each specific 
country. Although there are numerous studies that explore e-government in other 
countries such as (Tan, Pan & Lim 2005), (Hanna & Rubino-Hallman 2007), 
(Kaliannan, Awang & Raman 2007), and (Bwalya 2009), no study has examined e-
government projects in Thailand in terms of the experiences and perceptions of key 
government officials implementing those projects in particular. The study can finally be 
considered somewhat unique. 
 
Moreover, this study intends to investigate the influence of culturally-based behaviours 
and actions in e-government policy development and implementation in order to 
identify success factors particularly in e-government initiatives in Thai context. 
Situating studies in the country environment, both in terms of context and culture, has 
been widely advocated in the field of worldwide IT (Markus & Soh 2002; Weisenger & 
Trauth 2002 & 2003; Tan 2008) but few researchers have attempted to position their 
studies as such. It is therefore motivating the researcher to see in this piece of work so 
as to explore aspects of the Thai context (such as managerial practices and processes) 
which influenced on the successful implementation of an e-government initiative.  
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1.2 Research Background 
 
Thailand is a developing country with a population of 63.04 million and a surface area 
of 530,000 square kilometers (Koannatakool, Udomvitid & Thuvasethakul 2009). It is 
located in the tropical climate zone of South-East Asia (Lorsuwannarat 2006). Its 
economy is agriculturally based  and the rural areas account for more than 70% of the 
population (Ateetanan 2001). Over the past decade the Thai economy has been shifting 
predominantly towards an export-oriented industry, which accounts for approximately 
50% of GDP which dominantly comes from agricultural industries (Yong & Koon 
2003). The RTG is a democratic, constitutional monarchy (Hewison 1997). 
 
According to Lorsuwannarat (2006), the policy priorities during the first four years of 
Prime Minister Thaksin Shinnawatra‘s government (2001-2004) were focused on 
rebuilding the Thai economy since there were various problems caused by the economic 
crisis of 1997-1998 at that time. Problems included loss of growth momentum, rising 
poverty and unemployment, dysfunctional financial institutions and rising public debt. 
In addition, the pre-crisis model of development, which had effectively made Thailand 
an assembling house of manufacturing products based on cheap labour, could no longer 
provide the engine of growth for the country, or promise to deliver benefits to the Thai 
people in the new global environment (Radelet & Sachs 2000). The government also 
aimed to improve its ICT infrastructure to keep up with future technology. By 
establishing the Government Virtual Private Network (G-VPN) on existing ICT 
infrastructure, it was argued that the public would benefit from its various applications 
in relation to education, health care, taxation and business transactions (Thuvasethakul 
& Koanantakool 2002). The modernisation of Thailand by use of ICT aimed to engage 
intensive participation from foreign countries in terms of supplying technological know-
how methods, and partnerships in research and development on hi-tech equipment and 
applications, as well as strengthening the skills of ICT personnel.  
 
Since 2001, Thaksin Shinnawatra‘s government had started and launched e-government 
projects in each government agency (Lorsuwannarat 2006). A number of e-government 
initiatives were implemented during the period 2001 to 2006 in order to develop the 
economy through more effective administration; for example, e-Revenue, e-industry, e-
procurement, e-auctions and e-society (Lorsuwannarat 2006). According to Sukasame 
(2004), Thailand‘s e-government development has been promoted since 1994 by the 
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Sub-Committee of Promotion of Utilisation of Information Technology in Public 
Organisations which is under the NITC
1
 (National Information Technology 
Committee). Many project prerequisites also were introduced to encourage and assist 
these initiatives. The prerequisites include the specification of minimum requirements 
for IT equipment for government agencies,  computer training for government officers, 
the establishment of an IT Master Plan for Ministries, Departments and Provinces and 
the appointment of executive administrators in the public sector (Yong & Koon 2003).  
 
In 2000, ASEAN
2
 countries supported the e-ASEAN initiative to promote the potential 
of information technology to strengthen a nation‘s competitiveness in the world 
economy. The implementation of e-government is one of the five key areas to which 
ASEAN countries committed. On 3 July 2000, the ASEAN Economic Cabinet 
considered the issues raised by the e-ASEAN initiative, and envisioned that Thailand 
must initially work on developing ‗e-Thailand‘ as a priority in preparing the country for 
new initiatives and minimising potential problems in the development process of IT 
infrastructure (Sukasame 2004). Thus, the e-Thailand initiative, resulting from the e-
ASEAN initiative, compelled NITC to appoint a subcommittee to manage the 
development of e-Thailand, from which e-government is one of the major development 
areas (Sukasame 2004). The objectives of e-Thailand represent that of the National IT 
plan, which were to develop the potential of ICT to diminish poverty, complete 
sustainable development and to build up the country‘s economic competitiveness (Yong 
& Koon 2003).  
 
The missions for the e-Thailand  project were to assist organisations to coordinate the 
facilitation of their provisions of services through electronic media, to provide a quick 
response, to reduce unnecessary red tape and to enhance coverage in rural areas with 
24-hour services, 7 days a week (Sukasame 2004; Yong & Koon 2003). The key aims 
of the e-government projects were to coordinate and assist the implementation of pilot 
                                                 
1
 NITC stands for the National Information Technology Committee. The critical responsibilities are to 
assign NECTEC developing an electronic project in order to suggest the roles and responsibilities of 
Thailand‘s government organisations and to supervise the development of information technology aspects 
in Thailand.   
 
2
  ASEAN stands for the Association of South East Asia Nations which includes ten member countries 
located in Southeast Asia, which are Indonesia, Malaysia, Singapore, Thailand, Philippines, Brunei, 
Myanmar, Cambodia, Laos and Vietnam. The objective is to accelerate of social evolution, cultural 
development and economic growth among its members, to provide the chances for member countries to 
discuss differences peacefully and to protect the peace and stability of the region.  
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projects on numerous public services and to create guidelines, standards and manuals 
for interoperability for public agencies and electronic services (Sukasame 2004).  
 
NECTEC
3
 (National Electronics and Computer Technology Center) established a 
measurement system to assess government agencies‘ progress toward achieving 
successful e-government, which is called the ‗E-Government Services Measurement 
System‘ (EGSMS) (Sukasame 2004). It was implemented to evaluate the readiness of 
public agencies to adopt e-government initiatives and to further stimulate them to do so 
by monitoring their websites (Sukasame 2004). Each agency‘s e-government 
development is evaluated annually on four categories: a) electronic form specification; 
b) the security of electronic transactions; c) the regularity of information updates and d) 
network integration and digital signature with other organisations to offer a one-stop 
service (Karnjanatawe 2002). 
 
According to Thailand‘s e-government framework, the development of each initiative 
consists of four main steps: online information-service development, simple transaction-
service development, payment-gateway development, and electronic-procurement 
development (Boonruang 2002). The government also improved its online 
communication with citizens via the introduction of the Thaigov.net website in 
November 2001 (Sukasame 2004). This e-government service portal was set up as a 
single point of entry for citizens contacting specific departments as shown in Figure 1-1. 
This web location currently connects to all government organisation websites, 
permitting citizens to search directories, access common news, receive a diversity of e-
services and contact the Thai government electronically anywhere and anytime 
(Boonruang 2001). For instance, citizens can renew their drivers‘ licenses and make 
online tax payments through this website.  
 
 
 
 
                                                 
3
 The National Electronics and Computer Technology Center (NECTEC) was established on 16 
September 1986, initially as a project under the Office of Permanent Secretary, Ministry of Science, 
Technology and Energy in Thailand. In 1991, following the enactment of the Science and Technology 
Development Act of 1991, NECTEC was altered into a specialized national center under the National 
Science and Technology Development Agency (NSTDA), a new organisation under the Ministry of 
Science, Technology and Energy. It mainly aims to start, support and encourage the development of 
information, computer and electronic technologies through research and development actions among 
Thailand‘s society. It also gives a relationship between research communities and industries through the 
traditional industrial clusters. The official website is www.nectec.or.th. 
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Figure 1-1 Thailand‘s E-government Service Portal 
 
 
 
 
Currently, the Thai e-government web site offers the following services: a) links to all 
government agencies and online information or services such as a number of forms that 
can either be downloaded or filled in and submitted electronically; b) daily online news; 
c) updates on Thai government policy; d) public forums; e) online articles about IT; and 
f) a general search engine for the whole internet (Karnjanatawe 2003). Once the  
development of e-government had passed the first stage of encouraging government 
organisations to develop their websites and offer the public access to information 
online, the next step was to push these agencies to provide online services to enhance 
public participation (Karnjanatawe 2002). The main objective of the RTG plan was and 
is to use e-government to improve public administration and to support the social and 
economic development of the country (Krootkaew 2004). In contrast, ICT usage for an 
e-government initiative is new to the RTG organisations (Sukasame 2004). It is not easy 
for them to implement e-government initiatives because of their restrictive and 
inflexible work processes (Gray & Sanzogni 2004). This study aims to identify those 
factors that affected the implementation of e-government in Thailand and investigates 
www.thaigov.net 
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the managerial techniques behind that process using an exemplar e-government project, 
the e-Revenue project, in Thailand. The e-Revenue project is a tax filing and payment 
service via the internet (Sirisengthaksin 2006). It assists the Revenue Department to 
provide efficient electronic tax services to the public and to produce a high standard of 
electronic interface through the provision of web services (Sirisaengtaksin 2005, 2006). 
More detail will be explained in Section 4.5, pp. 105. 
1.3 Research Objectives and Significance 
 
In developing countries such as Thailand, ICT plays a significant role in offering 
beneficial capability developments and determining success on the world stage (Ndou 
2004). Individuals, governments and organisations that do not adopt ICT will find 
themselves at a critical disadvantage (Margetts & Dunleavy 2002). The RTG has made 
a significant investment in e-government projects such as e-Revenue, e-customs and e-
citizens (Krootkaew 2004). Lorsuwannarat (2006) has described how between 2001 and 
2006 the RTG demonstrated strong determination to exploit e-government as an 
enabling instrument to move toward a knowledge-based society. Nevertheless, there 
have been many problems and limitations which the RTG needed to address, 
particularly in relation to the tactics guiding e-government implementation. Hence, this 
study is of major importance to Thailand as it seeks to focus on the capabilities and 
management strategies used to successfully develop e-government projects within RTG 
agencies. Furthermore, it seeks to determine governmental needs in relation to IT and 
thereby to assist with the effective introduction of e-government in Thailand.  
 
According to the study of Schware and Bhatnagar (2001), under the same control of 
management by the RTG, some government departments had problems with their e-
government projects. These problems were about lacking of appropriate and well-
specified e-government project objectives, having too specific e-government project 
specifications and lacking qualified staff to implement e-government projects. 
Nevertheless, the e-Revenue project was selected as one of the most successful cases of 
implementing e-government project in Thailand (Chaijenkij & Corbitt 2008; 
Koannatakool, Udomvitid & Thuvasethakul 2009; Rotchanakitumnuai 2007; 
Sirisaengtaksin 2005, 2006; Soontreerutana et al. 2006; Sukasame 2004; Tubtimhin 
2009). It offers great e-services to Thai citizens, businesses and government itself 
(Sirisangtaksin 2006; Rotchanakitumnuai 2007, 2008) and has officially received many 
awards such as the Prime Minister‘s awards in 2003 for ‗Best Use of IT Organisation 
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Management‘, ‗Best Online Service to Public‘, and ‗Best IT Executive‘; and the ‗e-Asia 
Award‘ in the category of e-business for the public (Asia Pacific for Trade Facilitation 
and Electronic Business (AFACT)) in Chinese Taipei in October 2003; and ‗Truehit‘s 
Awards 2005‘ for the best government web service (Sirisaengtaksin 2006; Suno 2006). 
These awards suggest that the e-Revenue project has been a highly successful online tax 
payment system which provides a good stimulus for the continued usage and 
development of e-government in Thailand (Rotchanakitumnuai 2007, 2008). Thus, it is 
interesting to know how the executive leaders in the Revenue Department (RD) 
implemented the e-Revenue project and controlled their staff to achieve their 
organisational objectives.  
 
The objectives of this study are to understand and examine the development and 
implementation of an exemplar e-government project, e-Revenue, in Thailand. The 
specific goals of the research are: 
 
1) To understand the factors which have impacted on the success of the e-Revenue 
project in Thailand. 
 
2) To investigate the influence of culturally based behaviours and actions in policy 
and development and implementation in the e-Revenue Project.  
 
3) To explore how management has achieved the targets set for their e-government 
strategies.  
 
The significance of this work is based on four main rationales. Firstly, most published 
research in the field of Information Systems (IS) generally conducted on e-government 
projects has been undertaken in developed countries whose surroundings are similar to 
those where the projects were initiated. There is a limited knowledge on e-government 
policy development and implementation in developing Asian countries, particularly in 
Thailand. It is also possibly that there may be inherent difference in e-government 
implementation strategies and processes between developed and developing countries. 
Different culture, people, behaviours and actions may require different e-government 
systems and different methods of implementation. Thus, this study of e-government 
project implementation by the Revenue Department in Thailand has some significance.  
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The second rationale relates to the key challenges facing IT/IS initiatives in government 
organisations, which Gil-Garcia and Pardo (2005) explain are Information Technology 
(IT), information/data, organisational/managerial, institutional/environmental and 
legal/regulatory challenges. Executives, managers and supervisors in government 
organisations require different strategic plans to guide their actions when proposing e-
government initiatives. This observation can help leaders to be able to recognise what is 
required to develop future e-government projects.  
 
Thirdly, besides its academic value, the results of this study can support e-government 
policy-makers, developers, workers and decision-makers to formulate effective e-
government strategies implementing further e-government initiatives in Thailand, and 
when culturally embedded, in other developing countries. Moreover, the outcomes of 
the research can guide executives, managers and supervisors when deploying e-
government initiatives. Hence, the lessons presented from this practical enquiry can 
offer a broader perspective on structural initiatives for e-government implementation 
and recommendations for further e-government research in developing countries. 
 
Lastly, this study is particularly important for developing countries. Many developing 
countries are investing heavily in e-government projects (Ayeni 2002). Generally, e-
government strategies and implementation plans in developing countries have been 
based on the theories and experiences of developed countries (Huang & Bwoma 2003). 
However, due to substantial differences in many key aspects of e-government related to 
technological and social differences between developed and developing countries, e-
government development strategies and experiences from developed countries may not 
be directly applicable to developing countries (Chen et al. 2006). The culture and values 
of South-East Asian countries are quite distinct from other developed countries in the 
west (Hofstede 1991). It will be vital for leaders to explore how successful e-
government strategies created in Thailand can be adapted to suit in the needs of their 
own countries. Thus this research will be beneficial for developing government 
organisations seeking to establish effective strategies for their executive leaders and 
government officers. Hence, the findings of this research would help such organisations 
to assess their own readiness not only to adopt e-government initiatives, but also to 
understand executive perspectives on e-government implementation.  
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1.4 Research Questions 
 
The objectives of this study are to understand the factors which have impacted on 
success of an example of e-government policy development and implementation by the 
Royal Thai Government (RTG) through a detailed study of an exemplar project, e-
Revenue. To achieve these objectives it will be necessary to investigate the strategic 
approaches employed by Thai executive leaders in their implementation experiences 
and to understand the impact of culture, behaviour and values on implementation within 
their government organisations. Given these objectives, the primary research question 
is: 
- What factors are significant in determining the success of e-government 
policy development and implementation in Thailand?  
 
This main question also raises the following sub-question: 
 
- How did the different management levels in the Revenue Department 
(RD) influence development and implementation of the project? 
1.5 Research Methodology 
 
The research is a detailed case study of an e-government initiative in Thailand—e-
Revenue (the online tax payment system)—which is the country‘s most successful e-
government process (Soontreerutana et al. 2006). A single case study allows researchers 
to examine a phenomenon in depth and to provide extensive understanding and 
explanation (Walsham 1995). It can be used to identify concepts and build theories 
(Pettigrew 1985), and to analyse existing theory (Markus & Robey 1988). Thus the 
exploratory research aims both to identify what is occurring, and to offer new insights 
(Robson 2002).  
 
Canava, Delahaye and Sekaran (2001) argue that the case study method is needed where 
research in a field is not well advanced. It is a suitable method when researchers need to 
explain and verify their understanding of certain problems or phenomena (Saunders, 
Lewis & Thornhill 2003; Saunders, Thornhill & Lewis 2009). The case study method is 
the most appropriate for this research as it allows for a holistic explanation of complex 
government organisational structures and e-government procedures. It will also enable 
the researcher to understand the development of integrated information technology 
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infrastructures in the public sector. As suggested by Yin (1994), case study research 
also facilitates the empirical study of a contemporary phenomenon in a real-life context, 
particularly when the boundaries between phenomenon and context are not clear. 
 
For this research, interviews are the appropriate tool for collecting data and lead to 
contextually based results (Frey & Fontana 1991). Semi-structured, open-ended 
questions are used. Semi-structured questions not only give the researcher plentiful data 
from a single source (Gillham 2000), but are also useful as there is less need in the way 
of interview skills (Kumar 1996). Mintzberg (1979) recommends that in certain 
conditions a small sample size can produce more practical research outcomes than those 
offered by a large sample, since limited numbers of participants may not prevent the 
researcher from generalising the findings whereas more generalisation does not 
necessarily generate more meaningful or accurate conclusions (Walsham 1995). As a 
result, twelve Thai executive government officers, classified into the three different 
management levels of senior, middle and supervisory level, who were actually involved 
in the e-Revenue policy development and implementation in the RD, were selected for 
this study. 
 
There has been no previous study of e-government processes in the Thai context that 
seeks to examine the methods controlled by the executive leaders and the key success 
factors related to e-government projects. This study relies on the stories of management 
experiences and perceptions communicated by these twelve executives. In this study, 
the pre-designed interview protocol (Maxwell 2004) was based on formulating research 
questions which relate to the key success factors in e-government policy development 
and implementation in Thailand in order to ensure data confirmation in the interviews. 
The researcher interviewed the participants in depth, allowing them to describe stories 
and perceptions of the e-Revenue processes at length. This research method facilitates 
detailed narratives out of which to identify themes and organise them into consistent 
categories. This type of analysis is highly comprehensible because the themes emerged 
from the data and the data collection and analysis concurrently took place. The 
researcher moved backwards and forwards between the interview records, notes, 
memos, transcripts and the research literature until no new themes were recognised. 
Finally, this form of data analysis allows the researcher to look for and verify e-
government issues within text. The government organisation can apply this knowledge 
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which was gained from the executive perceptions as a guide for future e-government 
projects.   
1.6 Organisation of the Thesis 
 
This thesis is divided into ten chapters, as follows: 
 
Chapter 2: E-government Literature – a Review and Research Framework 
 
The chapter reviews the relevant literature related to research in e-government in order 
to establish the conceptual context of this research directing the review to identify a 
research gap that this study addresses. It includes the denotation of e-government, e-
government implementation and usages, the general framework of e-government, the 
benefits and limitations of e-government, the public management in e-government, and 
the consideration of the key factors for e-government.  
 
Chapter 3: Research Methodology and Design 
 
 
This chapter contains detailed information concerning the research approaches used in 
this study. It also outlines the qualitative research design, data collection tools, data 
collection techniques, data coding, data analysis methods and ethical considerations 
adopted.   
 
Chapter 4: E-government in Thailand 
 
 
This chapter provides an overview of e-government policy and practice in Thailand. It 
also explains the development of policy and plans by the government of Thailand. 
 
 
Chapters 5, 6 and 7: Constructing Strategies and Defining Factors from Experiences: 
Stories of the Thai Senior, Middle and Supervisory Management Levels 
 
These chapters present the narratives communicated by the executives from three 
different management levels in the RD. Each level comprises three government 
executive officers‘ stories. Each story is presented after translation from Thai into 
English. Each story begins with a short explanation of the executive employee‘s 
background and his/her current responsibilities in the organisation, and continues with 
an explanation of the participant‘s experiences and techniques employed during e-
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government project development and implementation. On the basis of the executive 
experiences and perceptions, the last section of each story focuses on the characteristics 
of the adoption of e-government in one project. This chapter uses vignettes in the style 
utilised by Stake (1995) to demonstrate how executive leaders in the RTG organisations 
handle and achieve their target performances for their e-government strategies. These 
vignettes also serve to demonstrate the management techniques used derived from the 
data collected from twelve Thailand‘s executive government officers.  
 
Chapter 8: An Interpretive Analytical Framework 
 
The chapter explains the conceptual scope of this study. This consists of a description of 
the relations between numerous concepts using well-established theories, such as 
institutional theory, social reproduction theory and culture theory. Scrutinising the 
theoretical bases can suggest significant issues that affect the implementation of e-
government project. Related theories and concepts have been put together into the 
explanation and analysis of data findings to investigate key factors and management 
processes used in the implementation of the e-Revenue project.  
 
Chapter 9: Analysis 
 
The chapter reports the integration of findings and discussions in this study. It addresses 
the research question and sub-questions described in the chapter 1 as well as compares 
and contrasts details from the literature review and e-government in Thailand explained 
in chapters 2 and 4 in order to position the study in the context of prior research on this 
subject. This chapter also displays and explains the new findings in the context of a 
management framework of Thailand‘s e-government development (Figure 9-2) behind 
the successful e-Revenue project in Thailand. 
 
Chapter 10: Conclusion 
 
 
The chapter provides a summary of the key findings of this research, with a specific 
emphasis on the research question. It discusses and explains the implications for theory, 
policy and practitioners as well as the limitations of this research. Recommendations for 
further study are made, and suggested guidelines towards the successful implementation 
and development of e-government projects are proposed. 
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Chapter 2 E-Government Literature - a Review and Research Framework 
 
2.1 Introduction 
 
This chapter will provide a background on the literature on e-government; describe the 
key driving factors of e-government; describe the roles of executive government 
officers involved in the implementation and a success factor model. This review can be 
categorised into the following eight sections: 
 
 The definition of e-government  
 E-government implementation and use 
 The stages of e-government development 
 The benefits of e-government 
 The limitations of e-government 
 The public administration and management of e-government 
 The key driving factors of e-government 
 The research framework: success factor model 
2.2 What is e-government? 
 
It is broadly acknowledged that the rapid emergence of Internet technologies and 
applications has changed the environment of IT functions, within government 
organisations and for the general public (Criado & Ramilo 2003). This has raised the 
pressure on governments to improve local and national government functioning and 
management, as they attempt to provide greater accessibility to citizens and other 
stakeholders in order to improve productivity. Thus, governments have been 
implementing electronic government (e-government) projects as the best means to 
reform processes (Wang & Rubin 2004) to enhance effectiveness in service provision 
(McNeal et al. 2003).  
 
E-government is the use of information technology to sustain government operations, 
connect citizens and provide government services (Basu 2004; Carter & Belanger 
2004a; Cook et al. 2002). It is also a form of e-business in governance and refers to the 
structures and processes relevant to the delivery of electronic services to the public 
sector (businesses and citizens), working together with business and performing 
  15 
electronic transactions within the organisation (Backus 2001). It has become one of the 
most predominant topics within public administration debate and reform. McNeal et al. 
(2003) argue that it involves administrative management and policy change. Although 
there has been extensive research in the e-government field, as both a term and a 
function, e-government essentially still suffers from definitional vagueness (Yildiz 
2007), and there remains no commonly accepted definition of the concept of e-
government (Halchin 2004; Yildiz 2007). Different countries have determined the 
meaning of e-government variously, in relation to their specific political systems 
(Sharifi & Zarei 2004). A review of existing academic literature in the area of e-
government highlights the predominance of four main categories, which relate to the 
functions of government itself (Cook et al. 2002; Sakowicz 2003).  
 
The first category is ‗e-services‘ (Cook et al. 2002; Sakowicz 2003). This term explains 
the electronic delivery of government information, services and programs over the 
internet (Cook et al. 2002; Leigh & Atkinson 2001; Ronaghan 2002). Pardo (2000) 
claims that e-government is about transforming government service delivery through 
the use of technology. His understanding, which focuses on electronic service delivery, 
has been adopted primarily by private sector players and is certainly the simplest view 
of e-government. Additionally, e-government has been defined as the use of technology, 
particularly web-based applications, to improve access and to professionally deliver 
government services and information (Brown & Brudney 2001). The quest to 
implement e-government is motivated by the policy goals of increased effectiveness, 
efficiency and information quality; improved interaction mechanisms; and better 
governance tools (Grant & Chau 2005). Deakins and Dillon (2002) also explain that e-
government is a combination of IT capabilities, competencies and organisational 
administrative performance across both business-to-business and business-to-citizen 
activities, and encompasses a wide range of services: dissemination of information, 
trade with the private sector, services to enhance participatory democracy, and services 
for both individual citizens and businesses (Ebrahim & Irani 2005; Irani et al. 2005). 
The notion of ‗e-services‘ highlights the innovative systems that enable greater citizen 
involvement and the high value placed on citizens as customers (Sakowicz 2003), and it 
also concentrates on extra-organisational associations.  
 
The second category envisions e-government as more than electronic service delivery, 
and is called ‗e-management‘ (Cook et al. 2002; Sakowicz 2003). ‗E-management‘ is 
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the use of Information Technology (IT) to enhance the management of government, 
from reforming business processes to improving the flow of information within 
government organisations (Cook et al. 2002). Snider (2001) adds that e-government 
uses IT to make government operate more effectively. The use of Information 
Technology (IT) implies the combination of ICT, people, information, management and 
processes to improve outcomes and service delivery in all of these areas (Heeks & 
Bhatnagar 1999). Thus, this second category sees e-government as able to harness ICT 
to improve all areas of government. E-management is also dependent on ICT providing 
behind-the-scenes support to the management and internal administrative functions of 
public organisations, electronic record maintenance, information management and the 
cross-departmental flow of information (Heeks 2006a; Sakowicz 2003). 
 
According to Allen et al. (2001) and Alcock and Lenihan (2001), e-government can be 
defined as ‗smarter government‘ in so far as it uses internet technologies to connect the 
internal parts of government far more effectively than ever before and is better able to 
harness new information, communication and social technologies to empower the public 
into the future. In many countries, the design and implementation of e-government 
strategies convey a new vision for the entire public sector. It has often been suggested 
that e-government has the potential to transform governance and the relationships 
between the state, citizens and businesses (Baptista 2005). Furthermore, Chircu and Lee 
(2005) state that government organisations provide better services to their constituents 
via e-government. Many activities can now be conducted online, such as renewing 
driver‘s licences, applying for jobs and completing tax returns online (West 2002). 
Indeed, this second category takes the perspective that we have now entered an 
‗information age‘ through the effective use of ICT, and that the public sector will be 
able to transform itself in response to this technological transformation. The valuable 
usage of ICTs necessitates a new organisational culture as well as new worker teams 
focused on organisational functioning, customer service and responding to citizen input 
(Sakowicz 2003). 
 
The third category is known as ‗e-democracy‘ (Cook et al. 2002; Sakowicz 2003). This 
involves the use of electronic communication channels such as the internet and email to 
raise citizen participation in public decision-making practices (Cook et al. 2002). E-
democracy focuses on the use of ICTs to support democratic decision-making processes 
as well as to allow more effective and transparent engagement between government, 
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citizens and businesses (Welch, Dawes & Gisler 2004). Galindo (2006) views this e-
democracy category as e-government that is involved with developing democracy 
through the accessibility and useability it gives to officials and public sectors. Citizens 
can get the information and share democracy through e-government online services 
(Greunz, Schopp & Haes 2001). Prins (2001) sets e-government as the delivery of 
online government services, which provides the occasion to increase the public‘s 
participation in democracy, increases communication between citizens and government, 
decreases the complexity of government bureaucracy and enhances agency 
responsiveness to citizens‘ requirements.    
 
Sakowicz (2003) explains a framework of e-democracy as based on ICTs being utilised 
as a tool to set agendas, establish priorities and develop policy in the government 
functions. He also mentions the importance of activities that improve citizen 
involvement, such as open meetings, feedback pulls, public surveys and community 
forums. Sarikas and Weerakkody (2007) describe the modification of governance 
processes through digital service delivery and how the use of email and the World Wide 
Web (www) in e-democracy helps the citizens and the public sector to download, view 
or print information or forms more conveniently and effectively. Alcholzer and 
Schmutzer (2000) consider e-democracy to be an e-government function aimed at 
establishing electronic polls and re-defining the functioning of democratic practices and 
procedures. The objectives of e-democracy are to provide citizen access to knowledge 
and information about political developments and to enable the evolution from inert 
information access to active citizen participation (Backus 2001). In brief, when e-
government is implemented successfully, there will likely be the appearance of a new 
evolution of more politically aware and empowered persons (Sakowicz 2003).   
 
The last category considers e-government to be the exchange of money for services and 
merchandise over the internet; for example, citizens can renew their vehicle registration, 
pay utility bills or taxes, and the government may buy office supplies or auction surplus 
equipment (Carter & Belanger 2004a; Cook et al. 2002). Irani et al. (2005) argue that 
the strategy of e-government in the public sector is aimed at developing the key 
structures and strategic plans governing communications with business and citizens and 
at reducing the costs of business processes. In many cases, the development of e-
government appears to be based on the imperatives of e-commerce (Stahl 2005), and is 
thus associated with the business side of government interactions (Sakowicz 2003). The 
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reason why e-commerce is identified as a useful e-government factor is that the 
objective of e-government is to focus on the citizen and on overcoming the difficulties 
inherent to democratic administration, and the adoption of e-commerce is seen to have 
the potential to improve this situation (Stahl 2005). As a result, e-government is 
generally defined as the use of technology to develop information sharing, service 
delivery, constituency and client participation and governance by transforming both 
internal and external connections (Fang 2002).  
 
Harris (2001) argues that e-government in its most basic definition must be considered 
government born of, and appropriate to, an information society. Furthermore, e-
government aims to provide efficient government services online and to harness new 
technological possibilities. Riley (2001) takes an interesting view with respect to 
defining the term ‗e-government‘. He states that it is essential to first define the term ‗e-
governance‘ before trying to define the term ‗e-government‘. In this regard, there is a 
significant difference between ‗government‘ and ‗governance‘ (Saxena 2005). The 
government is the organisation itself, while governance is a wider concept that explains 
the styles of governing among the government sector (Saxena 2005). Riley (2001) 
recommends that because e-government is still in the initial stages of its evolution, any 
definitions attached to it will do much to shape its final mode. In contrast, e-governance 
is more than just a government website on the internet (Basu 2004). E-governance 
refers to the philosophies, ideas and practices which inspire the broad tasks of 
government (Heeks 2003; Riley 2001) and the usage of IT to enhance administrative 
effectiveness and increase the transparency of government methods (Madon 2004), 
whereas e-government refers to the particular functional structures of government that 
lead those concepts to fruition (Heeks 2001; Riley 2001).  
 
E-government is becoming one of the most prevalent management movements aimed at 
improving government performance (Yang & Rho 2007) and one of the most critical 
issues for policy-makers, administrators, consultants and public organisations (Brown 
2005; Centeno, van Bavel & Burgelman 2004). As such, the concept of e-governance is 
both descriptive and prescriptive according to Heeks (2003). He explains that it consists 
of two elements: the coefficient ‗e‘ (electronic), standing for the digitisation of any 
function; and the variable ‗government‘, the generic term used to describe forms of 
regulation of social situations in which government is no longer the exclusive actor. In 
contrast, e-governance includes: (a) a focus on the digitisation of government tasks; and 
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(b) a responsiveness to the transformation of governance mechanisms towards new 
styles of managing social interactions (Layne & Lee 2001; Zwahr, Finger & Mueller 
2005). Furthermore, Margetts (2003) supports this idea by stating that e-government 
holds the potential to facilitate the supplementary use of information systems in 
government involving both operational and strategic use.  
 
It is important to note that the distinction among the four categories is based in terms of 
their scope. A summary of the definitions of e-government is presented in Table 2-1. 
The definition of e-government adopted by the four are categories determined by their 
e-government functioning. However, each category has the same e-government 
objectives which are to fulfill the public requirements and expectations satisfactorily as 
well as to facilitate a rapid, responsible, transparent and effective process for running  
the government administration activities (Backus 2001). 
 
 
                             Table 2-1 Summary of E-government Categories 
 
 
Types The Meaning of E-government Reference Sources 
E-services The electronic delivery of 
government information, programs 
and services often over the internet. 
Pardo (2000); Leigh & Atkinson 
(2001); Brown. & Brudney (2001); 
Deakins & Dillon (2002); Cook et al. 
(2002); Leigh & Atkinson (2001); 
Ronaghan (2002); Sakowicz (2003); 
Ebrahim & Irani (2005); Irani et al. 
(2005) 
E-management The use of information technology to 
improve the management of 
government, from streamlining 
business processes to improving the 
flow of information within 
government organisations. 
Heeks & Bhatnagar (1999); Alcock & 
Lenihan (2001); Allen et al. (2001); 
Snider (2001); Cook et al. (2002); 
Sakowicz (2003); Baptista (2005); 
Chircu & Lee (2005) 
E-democracy The use of electronic communication 
channels, such as the internet and 
email, to increase citizen 
participation in public decision-
making processes. 
Alcholzer & Schmutzer (2000); 
Greunz, Schopp & Haes (2001); Prins 
(2001); Cook et al. (2002); Sakowicz 
(2003); Welch, Dawes & Gisler 
(2004); Galindo (2006); Sarikas & 
Weerakkody (2007) 
E-commerce The exchange of money for 
merchandise and services over the 
internet such as citizens renewing 
vehicle registrations or paying utility 
bills and taxes, and the government 
buying office supplies or auctioning 
equipment. 
 
 
Cook et al. (2002); Fang (2002); 
Sakowicz (2003); Carter & Belanger 
(2004a); Cook et al. (2002); Irani et al. 
(2005); Stahl (2005)  
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2.3 E-government Implementation and Use 
 
E-government constitutes a robust guiding vision for the IT revolution which 
governments must adopt to transform their operations over the coming years (Lenk & 
Traunmller 2001). The target of e-government includes four main groups: citizens, 
business, government (public agencies and other government bodies) and employees 
(Ndou 2004). The e-government concept aims to bring greater access to government 
services and information for these target markets, and there is great potential for 
developing the interaction between the above four main groups of users (Lofstedt 2005). 
Jaeger (2003) adds that an efficient use of e-government has the capacity to build new 
approaches to and features of e-government input, creating a continuous electronic 
network among citizens, businesses and all levels of government. Thus, e-government 
covers the use of ICT in public administration to transform the processes and structures 
of government organisations (Lofstedt 2005). 
 
The objectives of e-government applications are to provide better opportunities for 
participation in democratic processes and institutions, as well as to improve the quality 
of services to both citizens and businesses (Dridi et al. 2003). This, combined with the 
growing familiarisation of the public with new technologies, has directed the transition 
of government models from traditional forms of administration to electronic forms 
(Drigas & Koukianakis 2004). The applications of e-government range from electronic 
portals that allow the public to participate in the democratic process (Fountain 2003) to 
basic services and information for citizens (LaVigne 2002; Zweers & Planque 2001). 
Joseph and Kitlan (2008) add that e-government initiatives can be categorised based on 
the group that needs to communicate with the government.  
 
A recent review of the emerging literature on electronic government suggests that the 
diversity of e-government applications can be grouped into four main categories: 
Government to Citizen (G2C), Government to Employee (G2E), Government to 
Business (G2B), and Government to Government (G2G) (Huang & Bwoma 2003; 
Janine 2001; Walker 2002). 
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2.3.1 Government to Citizen (G2C) 
 
With Government-to-Citizen (G2C) applications, public organisations provide 
information, contact details and general services online. The most important purpose of 
these applications is to offer people different options and communication channels for 
public transactions (AlShihi 2006). Furthermore, it focuses on the customer and the 
integration of electronic services such that public services can be provided based on the 
idea of a ‗one-stop-shop‘ (Yong & Koon 2003). This concept implies that citizens can 
undertake many tasks, in particular those that engage various agencies, without needing 
to initiate contact with each agency separately (Yong & Koon 2003). According to the 
published report by the Organisation of Economic Co-operation and Development in 
2003 entitled ‗The e-government imperative: Main findings‘, this G2C relationship 
includes information dissemination to the public, basic citizen services such as licence 
renewals, ordering of birth/death/marriage certificates and filing of income tax returns, 
as well as assistance for such basic services as education, health care, hospital 
information, libraries and the like. Another example of G2C (Heeks 2002) is a single 
tax payment system which was implemented in Mauritius to permit taxpayers to lodge 
their income tax forms via an electronic portal. E-government can also assist in the 
development of a political relationship between government and its citizens as part of a 
democratic process, by providing for example participation in polls and voting online 
(Huang & Bwoma 2003). Additionally, the major advantage of e-government in this 
regard can be specifically seen as facilitating direct contact between government and the 
public (Davies 2007).  
 
Indeed, Bonham, Seifert & Thorson (2001) assert that the G2C function is beneficial to 
both the government and its citizens. Chan and Chung (2002) offer the example that e-
government ensures there is no need for citizens to inform all government organisations 
separately when they change their address. The use of an integrated e-government 
gateway can help reduce departmental overheads and improve the information flow 
across government departments. Citizens would need to contact each relevant 
government organisation individually to submit a change of address form if e-
government services were not established. In this regard, the use of an integrated G2C 
function is increasingly becoming a significant part of e-government infrastructure, 
since it allows citizens to reduce their dealings with burdensome government processes 
to instead use a one-stop e-government portal, and the government can manage all of its 
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data while providing users (citizens) with the possibility to quickly and easily modify 
their requirements of the information resources (Ebrahim & Irani 2005; Gant & Gant 
2001; Gupta & Sharma 2002; Ho 2002).  
 
The objectives of the G2C relationship can be summarised as follows (Kostopoulos 
2004; Pappa & Stergioulas 2006; Yong & Koon 2003): 
 
 Individually provide one-stop online access to services and information. Citizens 
should be able to find what they require easily and quickly, and to access the 
information in minutes or seconds, instead of days or hours;  
 Disintermediation of civil service staff — delivering services directly to citizens; 
 Making content and services available online;  
 Providing services that are citizen rather than agency focused; and 
 Building and enhancing trust. 
2.3.2 Government to Business (G2B) 
 
Government-to-Business (G2B) transactions include various services exchanged 
between government and the business community, including dissemination of policies, 
memos, rules and regulations (Davies 2007). E-government is concerned with the 
electronic enablement of the relationship between the private sector and government 
organisations.  The business services offered include obtaining current business 
information, downloading application forms, renewing licences, registering businesses, 
obtaining permits, and payment of taxes (Fang 2002). The services offered through G2B 
transactions also assist in business development, specifically the development of small 
and medium enterprises. Simplifying application procedures that would facilitate the 
approval process for SME requests would encourage business development (Chavan & 
Rathod 2009). On the other hand, the economic return on the investment in e-
government can be determined via its impression on three cost phases of interaction 
with government: finding the related government processes, understanding the 
government processes and fulfilling the government processes (Welch, Hinnant & 
Moon 2005). Heeks (2006b) argues that the government‘s interactions with business are 
far more important than those it has with citizens in terms of the overall rate of 
economic growth in the country.   
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The G2B application is beneficial to improving the quality and efficiency of 
transactions and communications between business and government (Metaxiotis & 
Psarras 2004). Yong and Koon (2003) assert that G2B initiatives have been receiving a 
significant amount of attention from the public sector because of the dynamic nature of 
commercial movement and the potential for decreasing transaction costs through 
improved procurement systems. At a higher level, G2B services consist of e-
procurement: an online government–supplier exchange for the purchase of goods and 
services by government (Yildiz 2007). According to Seifert (2008), there are two 
primary motivating forces behind G2B applications. The first is the business community 
which performs many activities electronically such as procurement, sales and the hiring 
of staff. The second driver is the growing demand by policy-makers. The policy-makers 
aim to reduce the associated costs and to implement procurement effectively.  
 
In general, e-procurement websites permit registered and qualified users to seek out 
other sellers or buyers of goods and services (Lindskog 2004). The sellers and buyers 
may also indicate prices or invite bids depending on their methods of selling/buying. 
Coleman (2005) explains e-procurement in some detail in terms of the government 
providing the opportunity for smaller businesses to bid in government procurement 
projects and ensuring the bidding process is transparent for all. An e-procurement 
system can also assist government to generate savings, as charges from the middle man 
are eliminated and buying agents‘ overheads are lessened. The overall objectives of the 
G2B relationship are summarised below (Ma, Chung & Thorson 2005; Mahmood 2007; 
Miranda 2000): 
 Reducing the loads on the interactions between businesses and government; 
 Providing a one-stop entry point of information to facilitate business 
development; 
 Increasing the ability of businesses to identify, examine and remark on 
government regulations and rules; 
 Reducing the time required of businesses to fulfill the obligations outlined in 
regulations, complete necessary paperwork etc; 
 Eliminating the paper trail and reducing the number of steps required in the 
communication process between government and business; and 
 Enhancing the national economy within global markets. 
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2.3.3 Government to Government (G2G) 
 
Government-to-Government (G2G) interaction is the backbone of e-government, and 
identifies the internal processes and data sharing among government sector 
organisations (Bonham, Seifert & Thorson 2001; Yong & Koon 2003). The critical 
objectives of G2G applications are to reduce the associated costs, improve strategic 
decision-making and decentralise the power among all levels of government (local, 
provincial and national) (Heeks 2006b). Riley (2001) describes how national 
governments rely on the other levels of government to deliver services and they assign 
individual responsibilities accordingly. In terms of the adoption of e-government, 
Abdullah et al. (2006) assert that the G2G application is the most significant aspect of e-
government which involves the use of e-government to enhance both intra- and inter-
government collaboration and cooperation (Davies 2007; Yildiz 2007).   
 
G2G applications allow government agencies and departments to share information, 
databases, resources, capabilities and skills, thus increasing the effectiveness and 
efficiency of procedures (Ndou 2004). Seifert (2008) states that there are many forces 
which enhance G2G initiatives; including the management of government information, 
legislation, and concern for improving the competence of government agencies. For 
example, in a single-point access service, cooperation and collaboration among different 
government agencies and departments are critical (Ndou 2004) because the government 
must have up-to-date information across all departments, be able to respond accurately 
to queries and issues and to increase job satisfaction among its workforce (Rexed 2008). 
G2G applications also allow government to communicate more effectively by reducing 
duplication and redundancy of information and communication (Evans & Yen 2005).  
 
The most successful methods of e-government are characterised by a focus on both back 
office integration and front office service delivery (Kunstelj & Vintar 2004). Irani, Love 
& Jones (2008) add that the transformation of back offices influences the outcomes and 
institutional effectiveness because the G2G methods adopted impact at two levels: the 
domestic and the international level (Chavan & Rathod 2009; Evans & Yen 2006).  
G2G methods used are related to transactions between local and national governments, 
and between the departmental and the organisational levels (Chavan & Rathod 2009). 
At the same time, they can be used as a channel for international relations and 
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diplomacy. The objectives of G2G can be summarised as follows (Chavan & Rathod 
2009; Heeks 2006b; Siau & Long 2005): 
 Enabling all levels of government to work together more easily to effectively 
serve the needs of citizens and businesses;   
 Reducing the fractured nature of individual departments and agencies, moving 
towards a coherent and interconnected government organisation;  
 Changing the culture of the civil service from reactive to proactive;  
 Having an open and accountable government; and  
 Providing cost-effective procurement.  
2.3.4 Government to Employee (G2E) 
 
In general, national governments attempt to revise their internal processes to decrease 
administration costs across all government departments. The Government-to-Employee 
(G2E) attributes refer to the relationship between the government and its employees 
(Ndou 2004) as well as to the strategic systems utilised to support the implementation of 
government objectives, human resource management and budgeting (Riley 2001). The 
services and data supplied by the government agencies to employees and the ways in 
which employees cooperate with the management level are enabled by G2E services 
(Chavan & Rathod 2009; Golubeva & Merkuryeva 2006). A significant innovation of 
this feature is the integration of employees and back office systems and processes 
(Millard 2003). Therefore, G2E is a valuable way to bring employees together and to 
encourage knowledge sharing among them. This is argued to be ‗e-learning‘ (Ndou 
2004).  
 
E-learning is a G2E project which provides employees with the opportunity to access 
information about civil rights laws, compensation and training (Ndou 2004). It is a good 
example of how employees in government agencies can improve their abilities and gain 
an understanding of organisational policies. Siau and Long (2005) explain that the 
objectives of G2E are to improve the internal efficiency and effectiveness of 
government administration, to restructure internal operational processes to adopt the 
optimum commercial system and to offer internal services to employees such as payroll, 
reimbursement and training. For example, Kanthawongs (2004) describes one G2E e-
government initiatives in Thailand as the ‗e-Parliament‘. The e-parliament system aims 
to implement the use of IT and integrate internal systems into a single portal. As a 
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result, it can encourage and facilitate the work of members of the Thai parliament with 
better efficiency (Kanthawongs & Lee 2009). 
 
However, Chavan and Rathod (2009) argue that G2E services also incorporate G2C 
services, such as the provision of human resource training and development that 
improves the bureaucracy‘s day-to-day functions and dealings with the public. 
Employees further are able to support and service the public far more efficiently and 
effectively when G2E applications are in place. In this case, the government performs as 
an employer and communicates with its employees, especially government officers, via 
IT to improve the internal management competence and reduce administrative expenses. 
 
In summary, basic G2E applications provide (Chanana 2007):  
 Information to compute retirement advantages;   
 Access to essential content and applications;  
 The ability to easily gather information from the field;  
 Collaboration with other government employees anytime, anywhere;  
 Opportunities for more effective cross-agency initiatives; and  
 Improved intra-agency information-sharing and team collaboration.  
However, just understanding categories of e-government or differentiated relationships 
in e-government provides only a static perspective. There is a need to evaluate e-
government in a dynamic context and understand its benefits accruing over time.  
2.4 Benefits of E-government 
 
E-government is a crucial application of the internet which is used by powers to 
promote extensive computerised functions and to facilitate interactions among citizens, 
businesses and government agencies (Foley & Alfonso 2009). Many benefits have been 
pointed out within studies of e-government (Goings, Young & Hendry 2003). The 
significant benefits that e-government can bring to numerous stakeholders across the 
whole of society have been driving the implementation of e-government initiatives at 
the local, state, regional and worldwide levels (Andersen & Henriksen 2006; Deng 
2008; Evans & Yen 2006; Hazlett & Hill 2003; Jackson, Elliman & Irani 2007; Kaylor, 
Deshazo & Rck 2001; Saxena 2005; Steyaert 2004). For example, e-government 
enables agencies to reduce their operation costs, offers faster services to clients and 
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abolishes unnecessary IT development across agencies (Goings, Young & Hendry 
2003). It also increases the accountability of agencies to their citizens and enhances 
access to all of their information. Moreover, the benefits of e-government continue to 
increase as related technologies and implementation methods also progress (Foley & 
Alfonso 2009). 
 
The use of e-government initiatives has important benefits for the delivery of more 
efficient and effective information and service provision (Buckley 2003), and the major 
benefits can be categorised into three general types as outlined below (infoDev/World 
Bank 2009): 
 
 Improved delivery of public services, in term of availability, ease of use and cost 
saving, to citizens, businesses and government agencies; 
 Improved accountability, democracy (reducing the possibility of corruption) and 
transparency; and 
 Obtaining benefits for both the economy and the community as a whole. 
 
Ndou (2004) states that the advantages of using e-government applications are the same 
for both developed and developing countries. The government must develop an efficient 
application that provides more freedom of information (Kearns 2001) and decentralises 
the real power to territories and regions as a central focus of its agenda (Burn & Robins 
2003). The development of e-government systems aids in disseminating information, 
improving customer service, centralising decision-making and reducing costs (Evans & 
Yen 2005). Furthermore, the benefits of e-government are related to increased 
transparency, revenue growth and a lower incidence of corruption among government 
agencies (Basu 2004; Goings, Young & Hendry 2003). Burn and Robins (2003) argue 
that e-government is based on four guiding assumptions: about building and increasing 
service alternatives for the public; making government and its services more accessible; 
ensuring social inclusion; and using information in a better way. It is important to 
emphasise that the benefits to be gained from e-government can generally be divided 
into three groups, representing the advantages for citizens, businesses and government 
(Foley 2005; Misra 2007).  
 
According to the published report by the Organisation of Economic Co-operation and 
Development (OECD) in 2006 entitled ‗E-Government Benefits, Public Governance 
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Committee‘, the benefits of e-government can be placed into three categories: the direct 
financial benefits; direct non-financial benefits; and indirect benefits to the government 
and non-government sector. Further, the non-government sectors include citizens and 
businesses that interact with a government agency. In terms of the direct benefits, the 
government can reduce its costs whereas the users can reduce the time and effort 
required to fulfill government instructions and requirements (infoDev/World Bank 
2009). On the other hand, the direct non-financial and indirect benefits generally vary in 
type, from enhanced management instruments for government and improved 
accountability (leading to enhanced public trust) to the encouragement of information-
sharing (infoDev/World Bank 2009). Moreover, Ndou (2004) claims that the benefits of 
e-government are about cost reduction; improvement of government capacity; 
improvement of decision-making processes; quality of service delivery to businesses 
and customers; anticorruption; transparency; and accountability. Table 2-2 below details 
a summary of the key benefits of e-government adoption.   
 
 
Table 2-2 Benefits of E-government 
 
 
Stakeholders Benefits References 
B
en
ef
it
s 
fo
r 
C
it
iz
en
s 
Obtaining 24/7 government 
services. 
 
Backus (2001); Ndou (2004); 
Stowers (2004); Norris & Moon 
(2005); Davison, Wager & Ma 
(2005); Yildiz (2007) 
Saving on traveling expenses. (No 
need for numerous visits to the 
government office) 
Edmiston (2003); Gupta & Jana 
(2003); Kertesz (2003); Chircu & 
Lee (2005); Evans & Yen (2006)    
Getting fast and efficient 
electronic service. 
Kraemar (2003); Bhatnagar (2004); 
Navarra & Cornford (2005); 
Gouscos et al. (2007); Lau (2007) 
Transparent  Layne & Lee (2001); Moon (2002); 
Gupta & Jana (2003); Reffat 
(2003); Bhatnagar (2004); Ndou 
(2004) 
Convenience (can be accessed 
anywhere) 
 
Fang (2002); Karim (2003); 
Bhatnagar (2004); Misra (2007) 
Improving the access and equity.  West (2000); Teicher, Hughes & 
Dow (2002); Edmiston (2003); Lau 
(2007); infoDev/World Bank 
(2009) 
Developing a good relationship 
between government and the 
public. 
Fang (2002); Moon (2002); 
Reddick (2004); Jaeger & 
Thompson (2003)  
Increasing the empowerment of 
citizens through better access to 
information, knowledge and 
services. 
Fang (2002); Chadwick & May 
(2003); Reffat (2003), Ndou (2004) 
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B
en
ef
it
s 
fo
r 
B
u
si
n
es
se
s 
Reduced time required to establish 
new business. 
Moon (2002); Scholl (2005b) 
Facilitating better conformity to 
government laws and regulations 
governing business.  
Seifert (2008) 
A more convenient and 
transparent means of interaction 
between business and 
government. 
Metaxiotis & Psarras (2004); Lee, 
Tan & Trimi (2005)  
Conducting e-commerce and e-
business online. 
Carter & Belanger (2004b) 
Maintaining better control over 
the interchange of goods through 
online monitoring of clearances. 
Bhatnagar (2004)  
 
Conducting monetary online 
transactions. 
Thompson, Rust & Rhoda  (2005)  
Addressing security and privacy 
concerns. 
Belanger & Hiller (2006)  
Improving the business 
environment. 
Thompson, Rust & Rhoda (2005)  
Increasing the empowerment of 
businesses through their access to 
information, knowledge and 
services. 
Backus (2001); Kearns (2001) 
Improving personalisation and 
service quality. 
Germanakos, Christodoulou & 
Samaras (2006)  
Creating an information society. Gil-Garcia & Pardo (2005); Lee, 
Tan & Trimi (2005) 
B
en
ef
it
s 
fo
r 
G
o
v
e
rn
m
e
n
t 
Improved efficiency across 
government agencies. 
 
West (2000); Tolbert & 
Mossberger (2006); Burn & 
Robbins (2003)  
Increasing the public‘s 
participation in government 
activities.  
Schedler & Scharf (2001); 
Jaeger & Thompson (2003) 
Improved policy-making, 
decision-making and development 
functions leading to better and 
more up-to-date information. 
Bullock, Mountford & Stanley 
(2001); Coglianese (2004) 
Improved management of 
government methods. 
Jaeger & Thompson (2003); Eyob 
(2004); OECD (2006); 
infoDev/World Bank (2009) 
Improved performance across 
regulatory functions, such as 
taxation. 
Navarra & Cornford 
(2005);Tahinakis, Mylonakis & 
Protogeros (2006) 
Having very fast recovery, storage 
and asset of data leading to better 
management methods. 
Bhatnagar (2004) 
 
Promoting the use of ICT in other 
sectors of society. 
Stamoulis et al. (2001); Ndou 
(2004) 
Increasing the capacity of 
government. 
Scholl (2001); Reffat (2003); Ndou 
(2004) 
Transparent, anticorruption and 
accountability. 
Goings, Young & Hendry (2003); 
Basu (2004); Cecchini & Raina 
(2004); Ndou (2004); Davison, 
Wager & Ma (2005); infoDev/World 
Bank (2009) 
Developing relationships among 
the government and community.  
Welch, Hinnant & Moon (2005) 
Broadening public participation. Cook et al. (2002) 
Strengthening law enforcement 
and the legal system. 
Silcock (2001) 
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However benefits are only one impact of the adoption of e-government. There are also 
limitations. 
2.5 Limitations of E-government 
 
As is the case with any new organisational concept or technology, the introduction of e-
government will doubtless involve some limitations for the public, businesses and 
government (Margetts & Dunleavy 2002). During the last few years, much attention has 
been paid to e-government and many expectations now surrounding it, arising both from 
outside and inside government organisations (Traunmuller & Wimmer 2003). 
Generally, these expectations have been focused on the e-government project as an 
innovative tool for governments to enhance service provision to all types of clients, 
such as individual citizens, whole societies, commercial and non-profit organisations, as 
well as municipal authorities themselves (Traunmuller & Wimmer 2003). Misra (2007) 
adds, however, that e-government is not a solution for all of the difficulties confronting 
governments. It can be utilised as an innovation mechanism to gain a greater level of 
effectiveness (Brown 2007) and relates to the use of IT within government to generate a 
better quality of service, achieve more resourceful operations and create easier access 
for the public to government services and information (Kraemer & King 2003).  
 
Coursey and Norris (2008) note that e-government projects are not unique compared to 
other technological innovations in so far as it faces potential barriers and limitations to 
its development and adoption. Consequently, it is essential to recognise the limitations 
of e-government when developing e-government projects (Riley 2007). The concept of 
e-government is limited in six ways. The first limitation is related to the standard 
definition of e-government (Yildiz 2007), as it is difficult to classify the nature of e-
government accurately. E-government is a concept which is defined by the objectives 
underlying certain actions rather than by sources of information or service, the 
particular technology used or by activities of the players involved (Yildiz 2007).  
 
Second, e-government is costly (Misra 2007). Since e-government requires a huge 
investment in ICT infrastructure, human resources and equipment, a large budget is 
needed to achieve these goals (Kraemer & King 2003). According to Yildiz (2007), 
technology is continually evolving, and thus regularly requires new and updated 
hardware and software. The government needs an adequate budget to replace and buy 
such modernised equipment in order to fulfill stakeholders‘ requirements and provide 
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government services with high quality and effectiveness (Al-Sebie & Irani 2005; Chen 
& Gant 2001). Third, e-government requires IT literacy (Misra 2007). Because the use 
of e-government requires a certain minimum level of IT knowledge and skills on the 
part of clients (Misra 2007), so the government has to allocate money, time and energy 
to the training of stakeholders in order to meet the minimum requirements of e-
government regarding ICT capacity.  
 
Fourth, e-government is one of many concepts, which implies different things to 
different groups of people (Grant & Chau 2005). For example, e-government is the 
delivery of government services and information through the internet 24 hours a day, 7 
days per week (Reddick & Frank 2007). Sprecher (2000) considers e-government to 
cover any means by which technology is used to assist and computerise transactions 
between citizens, businesses and governments. Moreover, there are five perspectives 
which explain e-government according to the perspectives of the following categories: 
citizen, knowledge, e-business, tele-cooperation and business (Lenk & Traunmuller 
2001). According to the infoDev/World Bank (2009), IT technologies can fulfill a 
diversity of different needs: for example, improving interactions among citizens, 
businesses and government; enhancing the delivery of government services to citizens; 
and empowering citizens through their access to information. Therefore, there are many 
different definitions born of these specific categories of relationships, which are 
characterised by transparency, interactivity, accountability, participation and cost-
effective issues (Yildiz 2007). This complexity can thus sometimes be confusing for 
users.  
 
Fifth, the concept of e-government is vague, poorly defined and context-dependent, and 
related to the idea of ‗management by objectives‘ (Miller & Hartwick 2002) and 
‗knowledge management‘ (Lev 2000; Lissack 2000; Turban et al. 2008). According to 
Yildiz (2007), the area of e-government has generated a great deal of hype and 
supporting literatures. Hype can be defined as exaggerated expectations which exceed 
the actual result or potential (Yildiz 2007). It can be useful if it functions to bring 
together the personal interests of stakeholders and gives people shared visions to 
achieve their individual goals (Yildiz 2007). This lack of alignment between 
expectations and the reality of what is provided can negatively impact of take up by 
users. 
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Lastly, e-government requires time to design and implement IT infrastructures. It also 
requires manpower and the provision of equipment across the government sector (Misra 
2007). Horan, Abhichandani and Rayalu (2006) explain that the public sector must offer 
a variety of services to citizens. The delivery of information about these services is a 
significant part of e-government strategy. Nevertheless, providing information is not 
enough; it is crucial that this delivery should satisfy the needs of customers of 
government services (Horan, Abhichandani & Rayalu 2006). Furthermore, customers 
themselves need time to adjust and familiarise themselves with an e-government 
project. Misra (2007) believes that any rushed efforts might result in disappointing 
outcomes for the organisation. Therefore, the government should implement e-
government gradually and in no undue hurry, and planning of an appropriate time frame 
must be included in the organisation‘s management plan, a plan that must take 
advantage of the befits and address the various limitations of e-government. This 
implementation is driven by public administration. 
2.6 Public Administration and the Management of E-government 
 
E-government is clearly transcending traditional public management in that it implies 
the need for new and modernised methods of administration beyond managerialism 
(Lenk & Traunmller 2001). According to a study conducted by Hughes in 2003, public 
management reforms are more suitable for developed countries than developing 
countries. Developing countries that have followed the traditional models of public 
administration have strict hierarchies and highly bureaucratic systems and processes. In 
recent years, such countries have begun to alter their attitudes to the public sector and 
its management, partly in response to the emergence of alternative views on the 
economy and society. The critical aspect of the new model of public management is 
about increasing the attention paid to what governments do. It is in addressing these 
challenges that information technology has played an increasingly important role in 
public administration (Bellamy & Taylor 1998; Gore 1993; Heeks 1999). Before the 
internet was established in the late 1980s, governments were already enthusiastically 
working to incorporate IT to improve operational effectiveness and to encourage 
internal communications (Brown 1999; Fletcher et al. 1992; Norris, Donald & Kraemer 
1996). In contrast to the present, the concentration of e-government at this time is 
primarily internal and managerial (Ho 2002). The internet and IT are now transforming 
public administration in the digital era, a process in which administrative function plays 
a vital role in the adoption and implementation of e-government.  
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With the use of electronic technology, new roles and possibilities for human 
relationships among citizens, employees and the government emerge (Traunmuller & 
Wimmer 2003). The aim of introducing e-government is also to develop government-to-
government relationships within the executive body of organisations. In the era of e-
government, there is a shift within management from an emphasis on the producer‘s 
concerns, which are about cost-efficiency, to one that concentrates on user satisfaction 
and flexibility in service delivery, as well as network management with internal and 
external groups (Wigand, Picot & Reichwald 1997). This e-government era underlines 
entrepreneurship, organisational learning and innovation so that government can seek to 
restructure itself and change its organisational principles (Ho 2002). While the 
bureaucratic model emphasises top-down management and hierarchical relationships, it 
can be argued that a more efficient model should underscore teamwork, direct 
communication between individuals and multidirectional network (Rosell 1999). 
Therefore, the role of public administrators and management should be to modernise 
government authorities and institutions and their service provision in order to achieve 
the e-government initiatives.  
 
Analysis of the managerial processes behind e-government initiatives is critical to 
ensure that resources are used suitably, that previous errors or misunderstandings do not 
recur, and costs are reduced while improvements are increased (Morcol 2006). The 
directives of managerial people can provide supplementary motivations to adopt an e-
government innovation (Ho 2004). Such direction from above is also particularly 
effective when senior organisational leaders consider that the innovation is necessary, 
despite the fact that they may encounter political or cultural resistance to such change 
within the organisation. Rogers (1995) adds that through directives or persuasion, 
organisational leaders can compel their personnel to identify the advantages of an 
innovation and to accept the requirement to change. Moreover, they can work to 
encourage and convince staff in an organisation to accept the innovation as the correct 
thing to do (Holzer & Callahan 1998). Administrators and management play a role in 
the development of e-government by determining how administrative staff react to 
internal and external demands for e-government initiatives and how much they can lead 
their organisations to achieve the desired objectives and expectations (Bannister 2005; 
Ho 2004). According to a decision-making study conducted by Morcol in 2006, the key 
actors in the process of e-government management are the public administrators 
working in these projects, such as politicians, policy network members and managers, 
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the latter of which includes the members of senior management, the director and the 
project managers. The project managers are the primary actors while the director and 
senior management are the secondary actors. ICT vendors and outside resources are 
selected via their membership in the policy networks. Finally, the public administrators 
and management are greatly influential upon the policy development and 
implementation of e-government.  
 
Having then developed an understanding of what e-government is, about how is 
categorized and about the benefits and limitations that have been identified in previous 
research, it is important to synthesise from that same research, the key driving factors 
that sometimes force and sometimes facilitate the adoption of e-government strategies.  
2.7  Key Driving Factors for e-government adoption  
 
Since the mid 1990s, various e-government services have been adopted by national 
governments in an effort to cut costs in providing services and information, and to 
improve the quality of services provided to the public. The new systems are perceived 
to reap efficiency benefits for the government by generating less paperwork, decreasing 
the cost of processing routine transactions and lowering the error rate (Fountain 2001). 
For citizens, the new technology has been perceived to bring the benefits of a lowered 
transaction cost and greater efficiency by performing government transactions online, 
and of bringing the government closer to the public.  
 
Although the adoption of e-government services has taken place rapidly, there is 
significant variation in the range and functionality of e-government services provided 
through state portals (Fountain 2001). E-government systems are challenging for 
government organisations to design, build and implement. E-government systems 
consist of complex process innovations and re-engineering strategies that rely heavily 
on the systematic integration of old and new information and communication 
technology components with critical functions of the service delivery system. E-
government systems also involve some level of coordination and communication with 
almost every functional unit of the organisation where working relationships among 
employees are constrained by new and old business processes, and layers of complex 
institutional and organisational policies, practices and norms. Because of these 
challenges, the extent of adoption among government organisations varies greatly, and a 
pattern is emerging where some states provide a wide range of e-government services 
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and information with a high degree of functionality, while other states seem to lag 
behind (Gant 2002; West 2002). Tornatzky and Fleischer (1990) have proposed a 
typology of driver factors which are grouped into three areas: technology–organisation–
environment. These factors, they argue, influence the adoption process of e-government 
in the public sector, and seek to address the specific requirements of e-government 
adoption. Since the adoption of e-government is a relatively new research area, there 
has been limited analysis in the literature of the sub-factors that influence the adoption 
process of e-government. Thus, the researcher must critically review other relevant 
areas that support the adoption of IT in an organisation. The key factors can be divided 
into the three categories of organisational, technological and environmental. 
2.7.1 Organisational Factors 
                                   
Organisational factors are issues that are internal to a typical public sector organisation 
and they influence the adoption and design of e-government applications in those 
organisations. The interaction between an organisation and e-government may be 
complex if the organisation is not sufficiently established to deal with such new 
applications. According to Serour and Henderson-Sellers (2002), new innovation 
adoption creates serious challenges to organisations due to the fact that innovation 
adoption not only addresses changes in technology and systems but also entails the need 
to change the way an organisation runs its business in terms of processes, workflows, 
policies, procedures and structure. Therefore, the organisation should be aware of, and 
open itself to, the influence of new information systems and applications in order to 
benefit from new technologies that might emerge with e-government (Ebrahim, Irani & 
Sarmad 2004). 
 
The interaction between an organisation and e-government could be influenced by many 
mediating factors, including the role of senior management, the degree of centralisation, 
operational cost, availability of slack resources, formalisation, the quality of human 
resources, and organisational size (Kamal & Themistocleous 2006). These mediating 
factors play an important part in the adoption process of e-government within an 
organisation since they can either constrain or facilitate implementation. Organisational 
factors that influence the adoption process of e-government can be summarised as 
follows: 
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 Formalisation: This refers to the existence of clear procedures, norms and formal 
processes for carrying out organisational tasks. Highly formalised processes that 
create a structured environment would be useful for systems planning and 
information processing (Kim & Bretschneider 2004; Kim & Lee 2004; Rogers 
1995; Serour & Henderson-Sellers 2002).  
 
 Centralisation: This refers to the level of power or decision-making authority in 
an organisation and encompasses participation in decision making and the 
organisation‘s management hierarchy (Reich & Benbasat 1996). In centralised 
organisations, decision making is typically concentrated at the top level of the 
hierarchy while in decentralised structures decision making is distributed across 
different hierarchical levels. Since decision making for IT solution adoption is 
typically concentrated at the senior level of management, the degree of 
centralisation may influence the speed of e-government adoption (Jansen, Van 
Den Bosch & Volberda 2006). 
 
 Organisational cost: This refers to the financial resources available to fund e-
government projects; such as staff training costs; consultancy costs; 
implementation for any subsequent application and tools; maintenance costs; 
and management effort cost (Ebrahim & Irani 2005). 
 
  Organisational size: This refers to the size of an organisation that reflects two 
characteristics: the volume of services that are directly provided to citizens and 
business; and the capacity of the government information-processing 
environment (Damanpour 1992). 
2.7.2 Technological Factors 
 
Implementation of e-government requires a substantial degree of technical competence 
through maintaining ICTs, integrating distributed systems and providing the necessary 
applications to ensure smooth and efficient adoption. Caudle, Gorr and Newcomer 
(1991) state that in an organisation the existence of adequate IT equipment and 
technologies is a critical determinant of successful adoption of a new innovation. The 
key technological factor may consist of three sub-factors—IT infrastructure, IT 
capability and IT expertise—which are vital foundations before e-government services 
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can be offered reliably and effectively to the public. According to the study of Ebrahim 
and Irani (2005), the key to success for e-government adoption in the public sector is to 
plan and implement an adequate technical infrastructure and provide qualified IT staff 
who can support users, to ensure easy and reliable electronic access to government 
information and services. The three key issues are explained in more detail below. 
 
 IT Infrastructure: This is the combination of software and hardware available 
within an organisation that provides secure electronic services for processes 
within the organisation and enables internet-based business (Ang, Davies & 
Finlay 2001). This factor may include elements such as the web portal, payment 
engines, application development suites, integration middleware directory 
services, customer relationship management software, and the servers required 
to support these entities (Chircu & Lee 2005). This factor can be measured by 
the complexity of the existing IT infrastructure, IT capacities, the satisfaction 
levels with existing systems, the reliability of communication and networks 
infrastructure, and the degree of formalisation of system development and 
management (Kuan & Chau 2001). 
 
 IT Capability: This refers to the level and quality of IT resources, personnel IT 
knowledge and IT sophistication of an organisation (Akbulut 2002). The ease of 
use and access to adequate equipment in the organisation is a major determinant 
of the successful adoption of new technologies (Kamal 2006). Besides this, the 
available skill set of personnel is a significant factor that can either facilitate or 
constrain the introduction of new technologies. Perry and Danzinger (1980) 
report that one of the most significant factors in the adoption of computer 
applications by government organisations is staff ability. The government 
organisation in their study argued that their employees were not very well 
trained in IT and that this inadequate training resulted in resistance to change, 
resistance to use and under utilisation of computers. Finally, IT sophistication  
marks the level of management understanding of and support for using IT to 
accomplish organisational objectives (Chwelos, Benbasat & Dexter 2001). Thus, 
higher levels of IT capability affect the adoption of e-government. 
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 IT Expertise: This factor can be measured according to the training strategy of 
an organisation and the availability of qualified IT staff (Ang, Davies & Finlay 
2001). The training strategy is significant because it relates to filling any skills 
and knowledge gaps in the use of advanced technology required for the new 
applications and systems that support the implementation of e-government 
(Carter & Belanger 2005). 
2.7.3 Environmental Factors 
 
Environment factors refer to the factors that are external to any single organisation 
which can range, for example, from pressure, to encouragement, to recommendation. 
Many studies have advocated the need for organisations to respond to environmental 
actions (Akbulut 2002). These studies have made clear that public sector organisations 
are affected by the actions taken by other organisations in terms of the adoption of 
innovations that are similar to theirs in size and budgetary constraints. External 
pressure, competition and consumer expectations have been some of the major factors 
identified that influence the adoption of IT innovation (Kamal 2006). As a form of IT 
innovation, e-government adoption may be influenced by environmental factors that 
derive from the actions of other organisations, citizens and businesses. These actions 
can be represented as the willingness of citizens and business to interact with the 
government electronically and the competition from other government organisations. 
The critical environmental factors have been raised in several studies, such as those of 
(Mehrtens, Cragg & Mills 2001), (Chircu & Lee 2005), (Norris & Moon 2005),  and 
(Themistocleous & Irani 2002), which have sought to unravel the complexity of 
integration needs to gain a more comprehensive understanding of e-government and the 
many actors and environments involved (Tan & Pan 2003). The environmental factors 
can be divided into four parts as explained below (Kamal & Themistocleous 2006). 
 
 External Pressure: Increased competition often pushes organisations to search 
for new ways to increase their efficiency and seek a viable advantage 
(Themistocleous & Irani 2002). The degree of pressure from competitors drives 
an organisation to adopt e-government in order to avoid competitive decline 
(Gil-Garcia & Pardo 2005). Public sector organisations may feel under pressure 
to adopt e-government to remain competitive as other government organisations 
do likewise (Frambach & Schillewaert 2002). 
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 Public Size: This refers to the number of services provided and the size of the 
population served (Akbulut 2002). In central and local governments, size has 
been noticed to have a positive effect on IT innovation adoption (Bingham 
1976). According to Norris (1999), cited in the study of Kamal and 
Themistocleous (2006), bigger cities which have higher levels of institutional 
ability, such as IT infrastructure and IT capacity, and greater financial resources 
will adopt more complex and advanced IT than smaller cities. Thus, public size 
influences the adoption of e-government.  
 
 User Readiness: This factor is related to the user willingness (for example, 
citizens, business and government) and internet penetration. The consumer‘s 
willingness reflects the extent to which consumers accept online services, 
interaction and transactions (Peterson, Balasubramanian & Bronnenberg 1997). 
Internet penetration measures the diffusion of PCs and internet connections in 
the population (Frambach & Schillewaert 2002). If the public is satisfied with 
the e-government service, it will be easier to implement the e-government 
initiative quickly and without any problems.  
 
 Market Knowledge: The majority of successful innovations are dependent on the 
recognition of demands in the market (Kamal & Themistocleous 2006). 
Communication with the environment through the development of external IT 
can increase the quality of government functions in each organisation 
(Johannessen 1994). Moreover, market knowledge must remain up-to-date and 
well-informed about any changes in e-government projects which might increase 
the potential for IT innovation (Lee & Treacy 1988). Thus, the need for IT 
innovation or major transformations in organisational infrastructure can better 
facilitate e-government processes (Kamal & Themistocleous 2006). The level of 
knowledge about the different integrating solutions and market 
recommendations affects the adoption of e-government.  
2.7.4 Executive Factors 
 
E-government creates an influential combination based on public management reforms 
(Hughes 2003). The role of executives is significant to the implementation of e-
government (Kamal 2006). For e-government initiatives, where technology acts as a 
supportive element, the role of executives is more significant to the adoption of e-
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government (Gupta & Jana 2003). However, the two cannot work in isolation. (Gupta & 
Jana 2003) explain that the components which are essential to the effective 
administration of information include an empowered IT leader in the form of a Chief 
Information Officer (CIO), a decision-making duty, the implementation of a national 
architecture and intergovernmental projects that comprise an effective gateway for 
citizens.  
 
Many previous studies, such as those of (Hughes 2003), (Warkentin et al. 2002), 
(Stamoulis et al. 2001), (Moon 2002), (Gronlund 2002), (Bovaird, Bovaird & Leffler 
2003), (Gilbert & Balestrini 2004), (Schedler & Scharf 2001), (Lorsuwannarat 2006), 
(Kamal 2006) and (Kamal & Themistocleous 2006), have highlighted the executive 
factors which have the potential to influence the development of e-government. 
According to Kamal (2006), there are three primary elements to be identified within this 
area, as explaining below. 
 
 Management Style: The adoption of e-government becomes a significant 
strategic action plan for the public sector because it is fundamental to 
modernising government business processes, as many IT executives believe that 
e-government adoption will increase effectiveness and save money through 
expanding centralisation of resources and economies of scale (Melitski 2003).  
Johannessen (1994) states that if senior management has a tendency to be 
innovative it is easy for the government to start and develop an effective 
innovative policy for its organisation. Moreover, the achievement of successful 
innovation is linked to an open management style in so far as it affects the 
culture and management methods within the organisation. Kamal (2006) adds 
that the operational style of an organisation‘s management can be effective when 
introducing and adopting IT in the organisation. Different management styles 
under the same organisation can cause different results and patterns. For 
example, in a study of large innovative organisations, Quinn (1986) offers an 
example of large innovative organisations in which the innovation of IT emerges 
and changes continuously which he points out requires an effective management 
style in order to successfully apply this new system. If senior management 
supports the new system, they can contribute actively to encouraging an 
atmosphere in which staff value the system in a manner that supports this 
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innovation. Thus, management style can impact on the innovative adoption of e-
government in a government organisation (Kamal 2006). 
 
 Managerial Capability: This can be defined as the ability to examine and 
identify problems within existing systems as well as to develop and assess 
options for improving the IT ability of the organisation (Kamal & 
Themistocleous 2006). Innovations such as e-government will likely be planned 
by someone who possesses knowledge and experience in a specific discipline 
(Daft 1978), since individual readiness to adopt new technologies requires that 
the individual is fully competent in those technologies and is able to create new 
ideas — this is one of the important determinants of IT adoption (Mohr 1969).  
 
 Administrative Authority:  Administrative authority can be enhanced through IT 
innovation when the political environment encouraged by the management level 
favours the modification (Tolbert & Zucker 1983). Improving the IT facilities of 
government organisations depends on whether there is support from 
administrative authorities (Kamal 2006). Such support plays an important role in 
whether innovation efforts are discouraged or fostered (Kim & Bretschneider 
2004). Parthasarathy and Bhattacherjee (1998) explain that senior management 
support reflects the degree of senior management vision, involvement and 
commitment around the decision to adopt the new technology. Moreover, the 
support from administrative authorities can be displayed in many ways such as 
senior management innovativeness and senior management knowledge of IT 
(Kamal 2006). 
2.8 Research Framework  
 
The implementation of e-government is a public sector management duty that must be 
considered in the overall context of an organisation and its environment (Schedler & 
Schmidt 2004). In this study, the researcher proposes that there are a number of factors 
which influence the implementation of e-government from the perspective of the 
executive leaders. This section will develop a conceptual framework of e-government 
development to identify the success factors affecting successful e-government projects 
in Thailand.  
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Successful e-government combines the elements of technology, process, strategy and 
people, and governments need to work very hard to create comprehensive frameworks 
and effective strategies to ensure successful implementation (Yong & Koon 2003). 
Because the main task of e-government is to make the bureaucratic systems of public 
authorities more flexible and efficient, the construction of an e-government model and 
strategy could become the backbone of e-government (Paliulis & Chlivickas 2004). The 
achievement and growth of e-government can be directed by considering an efficient 
management and method (Joseph & Kitlan 2008). This research framework is built on 
the literature on e-government implementation (Altameem, Zairi & Alshawi 2006; Carr 
& Gannon-Leary 2007; Duquenoy, Bakry & Abdeghaffar 2005; Elliman, Irani & 
Jackson 2007; Evans & Yen 2005; Heeks 2002; Hossan, Habib & Kushchu 2006; Jones, 
Irani & Sharif 2007; Kamal 2006; Kamal & Themistocleous 2006; Kumar et al. 2007; 
Wimmer, Codagnone & Janssen 2008).  
 
Layne and Lee (2001) describe the different stages of e-government development and 
propose a ‗stages of growth‘ model for fully functional e-government. Layne and Lee‘s 
(2001) four-stage model concentrates on outlining the multi-perspective transformation 
within government roles and constitutions as it makes evolutions to e-government 
through each stage. It is useful to this research in confirming the organisational, 
technical and managerial relationship noted in Chapter 2. However, it does not reflect 
on the role of political participation (Siau & Long 2005). Riley (2004) took a different 
approach. His research investigates the theory of information and the degree to which 
new methodologies may be proposed for governments to exclusively share information 
with the public for the high quality of government processes. Gronlund (2005), on the 
other hand, has identified a need for a model of government that goes beyond the 
individual organisation to discuss e-government more broadly. He has tried to fill the 
gap in our understanding of e-government effectiveness by developing a theory of e-
government/e-governance information systems which considers governance to be a 
system rather than individual organisational units or processes. This research provides a 
conceptual framework and identifies crucial factors that influence the e-government 
system.  These are information management, policy and leadership, information system 
development process, tailorability, information quality, information access and 
organisation, task-based tools, engagement, public concerns, marketing & training and 
management of citizen expectations. .  
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According to Gil-Garcia and Martinez-Moyano (2007), there are two dynamics in the 
evolution of e-government: the pressure exerted by public administrators working to 
solve problems, and that exerted by citizens, businesses and other stakeholders 
attempting to influence the actions of public administrators. Both forces have created a 
dynamic that increases the organisational and technological complexity in e-government 
initiatives and encourages modification of the system of rules that manages the design 
and implementation of e-government. Consequently, the study of e-government has 
expanded in recent years and many researchers are developing conceptual and 
theoretical models to comprehend different characteristics of e-government (Cresswell 
& Pardo 2001; Dawes, Pardo & Cresswell 2004; Fountain 2001; Gil-Garcia & Pardo 
2005; Gupta & Jana 2003; Moon 2002). 
 
Dawes et al. (1997) and Heeks (1999) state that most of the critical success factors 
related to e-government emerge from individual studies of IT projects at both the local 
and country levels. From another perspective Gil-Garcia and Luna-Reyes (2003), Gil-
Garcia and Martinez-Moyano (2007), and Schelin (2003) argue that there are three 
broad approaches: the definitional, evolutional and stakeholder oriented methods. This 
research concentrates on the evolutionary approach, which explains the managerial 
methods and key factors of e-government in terms of the degree of policy and 
organisational complexity. Gil-Garcia and Martinez-Moyano (2007) add that the scope 
of many e-government studies is generally descriptive in order to describe how and why 
this evolution has occurred. Since an e-government project can be viewed as an 
Information System (IS) for public administrators, theories of information system use 
can be applied to describe and predict public administrators‘ approaches to the e-
government project. There is limited research-based guidance on the strategic planning 
for e-government at the management level. Thus, more analytical research and 
theoretical frameworks aimed at administrators are required.  
2.9 E-Government in Developed and Developing Nations 
 
 Although e-government technologies have a potential to improve the lives of 
80% of the world‘s population that lives in developing countries, the developed 
countries such as the U.S., Canada, UK, and Australia are so far leaders in e-
government (Backus 2001), pulling out the huge majority of initial gains of e-
government implementation. Actually, the gap between developed and developing 
countries in Internet technological infrastructures, practices, and usage has been wider 
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rather than narrower over recent years (Chen et al. 2006). Besides the lack of sufficient 
capital to build up expensive National Information Infrastructure (NII) on which e-
government is based, developing countries also lack the sufficient knowledge and skill 
to develop suitable and effective strategies for establishing and promoting e-government 
(Chen et al. 2006).  
 An estimated 500 e-government programs were launched in the year 2001 by 
governments worldwide (Chircu & Lee 2005). E-Government strategies have had a 
tremendous impact on the way governments interact with their citizens. According to 
the study of Gil-Garcia and Pardo in 2005, Canada is the leader in e-government 
implementation. The remaining top 10 countries are (in order): Singapore, the United 
States, Australia, Denmark, the United Kingdom, Finland, Hong Kong, Germany, and 
Ireland (Chen et al. 2006). A survey by the United Nations found that of its 190 member 
states, only 36 out of the 169 available Web sites had one-stop portals and less than 20 
offered online transactions (Chen et al. 2006). This clearly shows a big gap in current e-
government implementation status in different countries. A more recent study using the 
United Nations data empirically proves that e-government development and 
implementation differ in three areas: income level, development status, and region (Siau 
& Long 2005). 
 
 E-government strategies and implementation plans in developing countries have 
been based on theories and experiences of developed countries (Huang & Bwoma 
2003). Feeling the pressure and demand from citizens to provide e-government services 
online, many developing countries have no choice but to quickly jump into the e-
government implementation by following e-government development strategies 
proposed and carried out by developed countries. However, due to substantial 
differences in many key aspects of e-government related technological and social 
conditions between developed and developing countries, e-government development 
strategies and experiences from developed countries may not be directly applicable to 
developing countries (Chen et al. 2006). Even in developed countries, about 20-25% of 
e-government projects are either never implemented or abandoned immediately after 
implementation, and a further 33% fail partially in terms of falling short of major goals, 
causing significant undesirable outcomes or both (Heeks 2000).  
 
 To better understand the difference between developed and developing 
countries, it can be shown in Table 2-3 below.  
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Table 2-3 Comparison between developing and developed countries among different 
factors 
 
Topics Developed Countries Developing Countries 
History and 
Culture 
 Economy growing at a constant 
rate, productivity increasing, high 
standard of living 
 
 Relatively long history of 
democracy and more transparent 
government policy and rule 
 Economy not growing or 
increasing productivity; low 
standard of living 
 
 Relatively short history of 
democracy and less transparent 
government policy and rule 
Technical 
Staff 
 Has a current staff, needs to 
increase technical abilities and hire 
younger professionals 
 Has outsourcing abilities and 
financial resources to outsource; 
current staff would be able to define 
requirements for development 
 
 Does not have a staff, or has very 
limited in-house staff 
 
 Does not have local outsourcing 
abilities and rarely has the 
financial ability to outsource; 
current staff may be unable to 
define specific requirements 
Infrastructure  Good current infrastructure 
 High Internet access for employees 
and citizens 
 Bad current infrastructure 
 Low Internet access for 
employees and citizens 
Citizens  High Internet access and computer 
literacy; still has digital divide and 
privacy issues 
 Relatively more experienced in 
democratic system and more 
actively participate in governmental 
policy-making process 
 Low Internet access and citizens 
are reluctant to trust online 
services; few citizens know how 
to operate computers 
 Relatively less experienced in 
democratic system and less 
active participation in 
governmental policy-making 
process 
 
Source: Chen, YN, Chen, HM, Huang, W & Ching, RKH 2006, 'E-government 
strategies in developed and developing countries: an implementation framework and 
case study', Journal of Global Information Management, vol. 14, no. 1, pp. 23-46. 
 
2.10 Factors influencing successful development and adoption of e-government 
projects 
 
A number of success factors for e-government projects have been identified in previous 
research. These include policy, process, financial support, staffing, leadership support, 
organisational culture and technology. Understanding how the success factors influence 
management also requires an expression of the factors defining it. In the following 
sections, each construct is discussed based on one of these theories and the relevant 
literature. 
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Policy 
 
When governments make a decision to adopt e-government, they are likely to expand, 
deepen and improve the communication between government and its stakeholders 
(Stoltzfus 2005). The reforms and innovations in the governmental and bureaucratic 
systems are significant preconditions for development (Ciborra & Navarra 2005). Since 
IT can improve efficiency, expand productivity and expedite development (Krishna & 
Walsham 2005), there is a need for electronic government. The practices of e-
government are likely to supply the policies which the government controls in order to 
stimulate growth through IT (Qureshi 2005). Moreover, Ciborra and Navarra (2005) 
explain that e-government policy plans have obtained international validity by 
managerial people as a catalyst of reform. The success of the plans is related to the 
features of e-government applications and the economics of transition from a backward 
state organisation towards a more sophisticated organisation enabled by e-government. 
 
Government policy is both a driver and subset of government and public sector reform 
in the e-government area (Baptista 2005). Jenkins (1978) explains that government 
policy or public policy is a set of unified decisions taken by a group of actors or 
political actors relating to the selection of goals and the means of achieving them within 
a particular situation where those decisions should, theoretically, exist within the power 
of those actors to accomplish it. Government policy is one of the more significant 
influential drivers for developing and implementing successful e-government projects 
(Chutimaskul & Chongsuphajaisiddhi 2004). In developing countries, the diffusion of 
IT is more influenced by government than in developed countries (Katz 1988). 
Moreover, the development of IT manufacturing is largely influenced by government 
policies which facilitate the success of a country‘s IT industry (Tan & Leewongcharoen 
2005). 
 
Specifically, the implementation of e-government has a critical impact on democratic 
practices (such as citizen engagement and political participation) as well as on a number 
of policy fields (such as the promotion of competitiveness and technology policies) 
(Ciborra & Navarra 2005). It can stimulate the use of IT in the private sector through 
taxes, tariffs, training, and subsidies as well as stimulate the IT industry through 
spending (Kraemer & Dedrick 1993). Deacon (1995) concluded that government policy 
toward computing did not relate to economic development and investment in computing 
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technology and found that there was a relationship between government policies and 
domestic IT production. Therefore, in this study, government policy is included as one 
factor that may contribute to IT industry success in developing countries.  
 
A schema for analysing government policies is adopted by the researcher from Kraemer 
and Dedrick‘s 1993 study. They separated government policy relating to the IT industry 
into three categories: macroeconomic and industrial policies; external policies; and 
internal policies. Macroeconomic and industrial policies were not considered in their 
research, as they were considered to be less relevant to IT production than the other two 
categories. External policies relate to the international environment, such as trade, 
foreign investment, and technology transfer policy. This includes incentives for and 
regulations on the IT industry. Internal policies are those policies that more directly 
relate to the IT industry, such as supporting the domestic IT industry, increasing 
domestic demand, and investment in infrastructure (Kraemer & Dedrick 1993). 
Therefore, the issues within government policies considered in this study are 
government IT, trade, and investment promotion policies.  
Process 
 
In general, e-government necessitates an understanding of organisational processes and 
structures in order to control ICT capacity, which in turn can enhance good governance 
(Okot-Uma 2000). The major goals of e-government are to overcome difficulties in 
cooperation and coordination within the public administration, to reorganise 
administrative processes and tasks, to enhance the relationship between government and 
its stakeholders as well as to examine government performance (Ciborra & Navarra 
2005). According to Grabow, Druke and Siegfried (2002), e-government requires a 
transformation which must be associated with other reform projects in organisational 
and staffing factors. The significant achievements of e-government not only relate to 
transaction, communication and information, but also to the implementation of 
electronic administrative services, involving the design and integration of new 
workflows. Consequently, the entire process of transformation needs a clear delineation 
of organisational structures and responsibilities (Grabow, Druke & Siegfried 2002).  
 
Due to the fact that the increasing use of ICT applications and equipment is leading to 
transformational periods in public policy, processes and functions, e-government is set 
up not only to provide better services to citizens but also to improve public sector 
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efficiency objectives and accountability and transparency in government roles, as 
indicated by the published report of the United Nations in 2008 named ‗UN e-
Government Survey 2008‘. Gil-Garcia and Pardo (2005) point out that the efficient 
process of e-government should be characterised by an iterative process of information-
gathering and decision-making which is fundamental to the effort to increase 
understanding of e-government problems, costs, solutions and risks. For example, e-
government is an excellent tool for assisting government agencies to improve their 
effectiveness and efficiency in the provision of services to the public. It thus enables 
reform in the work process involving an increase in employee productivity and altering 
the way they perform their daily tasks.  Moreover, the process of government can be 
improved by using the power of ICT to transform the quality and cost-efficiency of 
public services and to regenerate the relationship between government, businesses and 
citizens through participation in governance (S-Haghighi 2007). Finally, the 
development of government services online should be seen as an evolutionary process 
and an important issue in e-government project adoption and implementation. 
Staffing 
 
Technical staffing is a key issue in the implementation of e-government (Chen et al. 
2006; Hossan, Habib & Kushchu 2006; Kamal 2006). An organisation with staff that is 
knowledgeable about e-government will be better prepared to deal with implementation 
(Ruzaigi 2003). Most developing countries will need knowledgeable staff to be ready 
for e-government implementation (Chen et al. 2006). These staff can assist their 
organisations in terms of adopting the most suitable working methods and 
understanding e-government concepts. To set up e-government, a consideration of the 
IT skills of staff is required (Chutimaskul & Chongsuphajaisiddhi 2004). Staff who 
possess IT technical knowledge in installing, configuring, planning and upholding the 
new technology in the context of government processes are directly helpful to the 
successful achievement of e-government (Ruzaigi 2003). They are also fast learners and 
can easily adjust themselves to new electronic methods. In contrast, a government 
organisation that has fewer IT experts will not be able to easily deal with e-government 
applications and consequently will need more time, and therefore will incur greater 
expense to understand the concepts.  
Chutimaskul and Chongsuphajaisiddhi (2004) state that staff in government agencies 
can be moved to different departments in order to match their qualifications with 
individual departments. For instance, there are many IT specialists in IT departments, 
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since they have a lot of programming functions that require staff with significant IT 
knowledge. Thus, government agencies need to identify and consider the staffing issue 
as part of e-government implementation. Carr and Gannon-Leary (2007) argue that if IT 
staffs have inadequate IT knowledge and skills, this can lead to the failure of IT projects 
in an organisation. In relation to e-government implementation, Chen et al. (2006) note 
that low levels of computer literacy and dedication of resources may leave e-
government as a low priority due to the lack of IT knowledge among staff. Employees 
may not understand the ‗big picture‘ and how the application of new technologies leads 
to a redefinition of organisational structures and power distribution as a result of a lack 
of skills with the new technologies (Wargin & Dobiey 2001). Thus, the technological 
understanding and acceptance of employees must be employed by the management to 
strengthen the desire goals and images of the e-government project (Tseng et. al. 2008). 
Leadership Support 
 
Leaders are the people who bring the initiative together, establish it as a priority, and 
drive it to successful completion (Caldow 2001). Leadership support is essential in a 
successful e-government project (Altameem, Zairi & Alshawi 2006; Cook et al. 2002; 
Gil-Garcia & Pardo 2005). Ke and Wei (2004) attest to this, providing an example of a 
successful Singapore e-government initiative that had strong leadership support from 
the management level to formulate a strategic action plan. The government adopted a 
centralised approach to funding and IT infrastructure, and ensured the implementation 
of e-government projects in their organisations. Another example comes from the state 
of Tennessee in the United States, where leadership support is acclaimed as driving the 
development of an e-government application that allows citizens to update or renew 
their driver‘s licences online (Luling 2001). Kim and Kim (2003) also recognise e-
government values as supported by public officials in South Korea. They explain that 
the successful development of e-government requires leaders who establish plans and 
understand the concepts of e-government. A broader vision of e-government is essential 
for leaders to arrange their governments, citizens, businesses and communities for 
sustainable strategic improvement (Caldow 2001). The achievement of e-government 
needs strong leadership support in so far as this can guarantee the long-term 
commitment of resources and expertise as well as the cooperation of different 
stakeholders (Reffat 2003). 
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Prybutok, Zhang and Ryan (2008) explain that leaders involved in successful e-
government projects perform a significant role in the development of their applications 
and provide the necessary guidance about technology management and information 
resources. Based on Schildt, Beaumaster and Bailey‘s 2006 study, they discovered that 
senior leadership support and knowledge of the dynamic nature of basic technologies 
create a greater level of achievement in the implementation of e-government, since 
leadership can enhance knowledge-sharing and offer strategic direction (Prybutok, 
Zhang & Ryan 2008). Irani et al. (2005) suggest that the senior executive has a major 
role to play in the evaluation of e-government initiatives in order to accomplish the 
government objectives and have better outcomes. In general, government agencies are 
hierarchically structured and all the decision-making processes are transmitted from the 
top management to middle management and from the supervisors to the individuals who 
are directly responsible for implementation (Ruzaigi 2003). Furthermore, relevant 
policy, financial support and work process reform is normally initiated as a result of 
decisions made by the management levels reacting to the necessities, requests and 
situations of the work environment, which can influence the organisational productivity 
and performance. In summary, leadership support is considered one of the factors that 
can be helpful for success in the implementation of e-government. 
Financial Support 
 
E-government initiatives around the world are primarily affected by the level of 
financial support (Akomode et al. 2002). These projects have been undertaken to 
improve the effectiveness and efficiency of internal government operations, 
communications with citizens and transactions with both individuals and other 
organisations (Warkentin et al. 2002). Using IT in public administration requires 
adequate financial support (Montagna 2005) to construct IT infrastructure; buy IT 
hardware and software; hire IT specialists; and organise IT training for staff. According 
to the published report of the United Nations and American Society for Public 
Administration in 2001 named ‗Global survey of e-Government‘, the existence of more 
than 50,000 government websites which had launched comprehensive and powerful e-
government initiatives on the back of huge budgets and firm commitment from 
management. This suggests that financial support can be a catalyst for implementing e-
government quickly. Asgarkhani (2005) confirms that some factors that can limit the 
profitability of e-government services include a lack of financial resources for 
developing IT infrastructure and IT networks in government organisations. Similarly, 
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Millard (2002) describes how the European countries still need financial support to 
update to new technologies in their e-government initiatives. 
 
Financial support is one of the major factors for implementing e-government initiatives 
(Altameem, Zairi & Alshawi 2006). It is necessary for obtaining and developing 
sufficient levels of IT hardware and software including training end-users as needed 
(Kamal 2006). Moreover, Mohr (1969) notes that the availability of financial resources 
can enhance and build IT organisational infrastructure. Ndou (2004) offers an example 
of efficiency in Chile‘s e-government project, which obtained enough financial support 
to develop its e-government in many aspects including arranging IT courses for 
employees and building useful IT networks. More significantly, larger municipal 
governments may be more responsive to, and more easily able to, afford new 
technological innovations than small governments because larger governments often 
have the benefits of greater financial resources than smaller governments who must 
often seek alternative managerial innovations (Moon 2002). Such examples evidence 
that financial support is one of the major factors behind efficient e-government 
initiatives, just as Kamal‘s 2006 study identified that a high level of financial support 
has a positive impact on IT innovation adoption in government organisations.  
Organisational Culture 
 
Culture is not easy to define or to study (Martinsons & Davison 2007). Culture within 
an organisation should be examined through individual behaviours rather than 
individual thinking (Weisinger & Trauth 2003). Ho and Ni‘s 2004 study found that the 
innovative adoption of e-government is an organisational process that is related to the 
power of internal organisational factors, such as organisational culture, decision-
makers‘ perceptions and access to resources, as well as external factors such as the 
impact of ICT diffusion and colleague action. Warkentin et al. (2002) also assert that 
culture tends to be a factor that impacts the adoption of e-government. It also influences 
how people in an organisation work together. Kim and Lee (2004) add that there are 
three organisational factors which are independent variables that affect IT knowledge-
shaping capabilities in public organisations: organisational culture (goals and visions, 
social networks and trust); organisational structure (formalisation, centralisation and 
performance-based reward systems); and information technology (IT applications and 
end-user concentrations). With extensive adoption of electronic interactions all through 
the national and local government organisations, a process of reengineering can ensure 
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that can build a basically distinctive government that provides much greater value to its 
citizens (Leigh & Atkinson 2001). Nevertheless, each government is assumed to have 
their own particular methods which vary according to their organisational culture and 
environment. 
 
Davenport, Delong and Beers (1998) argue that organisational culture is a principal 
driver for an organisation‘s ability to manage its knowledge more successfully. The 
significant part of culture is organisational vision according to Leonard (1995). Kim and 
Lee‘s (2004) study identified that there are three elements of organisational culture, 
which are clear organisational goals and visions; social networks; and trust. First, an 
inclusive vision generates a clear organisational goal so that the organisation can 
accomplish its future objectives (Inkpen & Beamish 1997). Clear organisational goals 
and visions are important for creating a sense of contribution and involvement among 
employees (Davenport, Jarvenpaa & Beers 1996; Nonaka & Takeuchi 1995). Second, 
the report, ‗The global survey of e-government‘, by United Nations in 2001 states that 
trust and openness in the organisational culture enhance employee‘s operating 
behaviour in line with the clear organisational goals and visions. Many scholars also 
point out that the dialogue, communication and interaction among people or groups are 
significant in terms of encouraging and assisting employees‘ knowledge-related actions 
(Leonard 1995; Nonaka & Takeuchi 1995). In particular, both official and unofficial 
connections and links are essential for disseminating important information and 
perspectives within organisations (Nonaka & Takeuchi 1995). This study explores how 
organisational culture can assist in the successful implementation of e-government 
projects.  
 
Collaboration 
 
Collaboration reflects a functioning, bidirectional performance of involvement, 
participation and integration of forces among two or more parties (Vigoda 2002). 
According to Ciborra and Navarra (2005), collaborative interaction between citizens 
and public administration is perceived as a significant determinant of successful e-
government implementation in advanced nations and will be vital to reforming 
administrative processes and functions based on ‗single portals‘ and ‗one-stop shop‘ 
models to achieve greater administrative effectiveness and bureaucratic simplicity. Gil-
Garcia, Chengalur-Smith and Duchessi (2007) explain that the initiatives of 
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collaborative e-government require that several organisations, including government 
organisations, non-profit organisations and private companies, share significant 
information, and in some cases combine their business processes. Government 
information-sharing presents an opportunity to make decisions and share databases so 
that all parties have access to more complete information (Dawes 1996).  
 
Information-sharing is quite a new type of IT initiative which includes constructing 
systems, introducing official standards, and transforming business processes to allow 
organisations to share data and information with many other organisations (Caffrey 
1998; Dawes & Prefontaine 2003; Gil-Garcia & Pardo 2005). Finally, government 
organisations attempt to develop information-sharing features in their e-government 
initiatives because they believe that their organisations gain benefits related to having 
better services, increased performance effectiveness and saving on operational costs 
(Gil-Garcia, Chengalur-Smith & Duchessi 2007). Kamal (2006) concludes that a high 
level of collaboration and communication can positively impact on IT innovation 
adoption in government organisations. As the development of e-government is related 
to facing the complicated challenges of managing an effective IT workforce in the 
public sector, it is vital that leaders and employees work collaboratively in order to 
implement and improve organisational performance and IT workforce planning (Kim 
2005). In doing so the principal aims are to make government services more accessible, 
manage existing information professionally and build services focused on citizens‘ 
requirements (Papantoniou et al. 2001).  
 
Governments should develop a collaborative environment between their organisation 
and other organisations as well as among workers in order to develop real power to 
regions and localities as an integral part of their approach to e-government (Kearns 
2001). The collaboration is one of the key factors which can lead government agencies 
to success in the implementation of e-government projects (Chircu & Lee 2005; Gil-
Garcia & Pardo 2005; Mahrer & Brandtweiner 2004). As Burn and Robins‘s 2003 study 
revealed, there are four key guiding principles of e-government: to build efficient 
services for citizens; to make government and its services more accessible; to guarantee 
social inclusion; and to use information better. The collaboration can motivate and assist 
government agencies to achieve these goals faster and more resourcefully. Finally, 
many public sector organisations which are either planning or implementing e-
government projects require understanding of how the collaboration could help them to 
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manage e-government projects successfully and to achieve maximum fulfillment of 
their potential advantages.  
 
Table 2-4 concludes factors and previous studies that influence successful e-government 
project implementation  
 
Table 2-4 Previous Success Factors of E-government Project Implementation  
 
E-government 
Success Factors 
Descriptions Previous Studies 
Policy 
 
 Organisational 
Policy 
 IT Policy 
Main Driver 
 
The policy is a main factor to 
drive the e-government project 
successfully. 
Chutimaskul & Chongsuphajaisiddhi 
(2004); Kroothkaew (2004); Sapat 
(2004); Baptista (2005); Ciborra & 
Navarra (2005); Grant & Chau 
(2005); Tan & Leewongcharoen 
(2005); Chutimaskul (2006); 
Soontreerutana et al. (2006) 
 Organisational Objective 
 
The policy has to stipulate the e-
government strategies in the 
certain direction. 
Grant & Chau (2005); Qureshi 
(2005)  
 Flexibility  
 
The characteristic of policy has to 
be flexible in order to allow the 
staff sharing and offering their 
own ideas to the management.   
Ho & Ni (2004); Golubeva & 
Merkuryeva (2006); Chavan & 
Rathod (2009)  
 Clear Description 
 
The policy has to be 
understandable and recognised for 
the management and officials. 
Jenkins (1978); Grabow, Druke & 
Siegfried (2002)  
 Supportive New Technology 
 
The policy must support and 
encourage the IT usage in the 
government organisation. 
Deacon (1995); Qureshi (2005)  
Process 
 
 Organisational 
Process 
 Work Process 
 Implementing 
Process 
Correspondence with the policy 
 
The process has to be designed by 
the main policy to support the e-
government projects. 
Grabow, Druke & Siegfried (2002); 
Ciborra & Navarra (2005)  
 
 Align with the technology and 
staffing issues. 
 
The process needs to come along 
with the technology and staffing 
concerns. 
Okot-Uma (2001); Garcia & Pardo 
(2005); S-Haghighi (2007); United 
Nations (2008), Grabow, Druke & 
Siegfried (2002); Ruzaigi (2003); 
Chutimaskul & Chongsupajaisiddhi 
(2004); Chen (2006) 
 IT professional 
 
The process requires IT 
professionals to handle and 
perform the e-government method 
effectively.   
Ciborra & Navarra (2005); United 
Nations (2008) 
  55 
E-government 
Success Factors 
Descriptions Previous Studies 
Staffing 
 
 IT professional 
 IT Responsiveness  
 IT Training 
IT professional 
 
The staff‘s IT professional is 
important to the successful 
implementation of e-government 
project. 
 
Wargin & Dobiey (2001); Ruzaigi 
(2003); Chutimaskul & 
Chongsupajaisiddhi (2004); Chen et 
al. (2006); Hossan, Habib & Kushchu 
(2006); Kamal (2006); Carr & 
Gannon-Leary (2007); Escobar 
(2007); Obi (2008) 
 IT training 
 
IT training is required to improve 
the staff‗s IT knowledge.  
Ruzaigi (2003); Ebrahim (2005); 
Chen (2006)  
 
 IT responsiveness 
 
IT responsiveness from staff is 
critical to the adoption and 
implementation of e-government 
project. 
Ruzaigi (2003)  
 IT Qualification 
 
The e-government task of each 
staff has to correspond with 
individual IT skills and 
capabilities. 
Chutimaskul & Chongsuphajaisiddhi 
(2004); Carr & Gannon-Leary (2007) 
 IT Acceptance 
 
The e-government project 
requires the staff‘s acceptance and 
comprehension of e-government 
project. 
 
Wargin & Dobiey (2001)  
Leadership Support 
 
 IT Vision 
 IT Professional 
Management Capability 
 
The management capability to 
adopt the new technology is able 
to create the efficient policy and 
plan for the e-government project. 
 
Caldow (2001); Kim & Kim (2003); 
Schildt, Beaumaster & Bailey (2006); 
Prybutok, Kamal & Themistocleous 
(2006); Zhang & Ryan (2008)  
 Management Actions 
 
The leaders must have the 
continual actions to control and 
support their staff implementing 
e-government project. 
 
 
 
Gupta & Jana (2003); Ho & Ni 
(2004); Bannister (2005); Morcol 
(2006). 
 Supportive Establishment 
 
The leaders have to provide the 
IT-supportive policy and adequate 
budgets to their staff. 
 
Kamal (2006); Morcol (2006); 
Cibborra & Navarra (2005)  
 Appointed Project Team 
 
The leaders need to appoint a 
mission supervisor and teamwork 
to investigate and control the e-
government project in their 
organisation.  
 
Prybutok, Zhang & Ryan (2008)  
  56 
E-government 
Success Factors 
Descriptions Previous Studies 
Financial Support IT Budget 
 
The level of financial support has 
an effect on the level of IT 
adoption in the e-government 
project. 
Mohr (1969); Millard (2002); Ndou 
(2004); Erahim & Irani (2005); 
Montagna (2005); Kamal (2006)  
 Fiscal Policy 
 
The executive leaders have to 
provide sufficient financial 
support to the e-government 
project. 
United Nations (2001); Kim & Kim 
(2003); Reffat (2003); Ke & Wei 
(2004)  
Collaboration 
 
 Internal 
Collaboration 
 External 
Collaboration 
Perceived Value of IT usage 
 
The collaboration is essential to 
enhance the ease of IT usage in 
the e-government project. 
Mahrer & Brandtweiner (2004); 
Chircu & Lee (2005); Gil-Garcia & 
Pardo (2005); Kim (2005); Kamal 
(2006) 
 Inter- and Intra- Corporations 
 
The government organisation 
requires establishing the 
collaboration and integrating the 
public services internally and 
externally. 
Kearns (2001); Vigoda (2002); 
Chengalur-Smith & Duchessi (2007) 
 Productivity Improvement 
 
Good collaboration can help the 
government organisation to 
reduce cost and time as well as 
improve the performance in the 
implementation of e-government 
project.  
Papantoniou et al. (2001); Burn & 
Robins (2003); Ciborra & Navarra 
(2005)  
 Data Sharing 
 
Data sharing among government 
organisation can support and 
stimulate the implementation of e-
government project. 
Dawes (1996); Caffrey (1998); Burn 
& Robins (2003); Dawes & 
Prefontaine (2003); Gil-Garcia & 
Pardo (2005); Gil-Garcia, Chengalur-
Smith & Duchessi (2007) 
 
 
 
Technology Challenges for E-Government Initiatives  
 
Information technology (IT) is the infrastructure or device used to make the interactions 
of business information among numerous organisations more effective (Lin 2007). E-
government is one of the most interesting concepts to be introduced in the field of IT 
(Moon 2002). According to Gil-Garcia and Pardo (2005), researchers who have mostly 
concentrated on policy, management, technology, information and organisational issues 
have contributed to our knowledge and understanding of these challenges. In e-
government initiatives, a number of controls have contributed toward efforts to enhance 
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our understanding of IT challenges. At the same time, government leaders have worked 
to improve their opportunities for success by adopting and developing numerous 
strategies using technology. There are many technical issues that require resolution to 
enable more efficient e-government service provision, including IT security, IT 
reliability and IT standards (Evans & Yen 2005). Evans and Yen (2005) explained that 
technology allows governments to service their citizens in a more effective, cost-
efficient and timely manner. Increases in communication and technology have 
transformed government systems as part of e-government initiatives. Thus, the 
government should pay attention to the technical requirements which have an important 
impact on the ability of e-government initiatives to operate well. Those countries that 
early on in the process realise the technical requirements and educational abilities 
related to creating e-government structures will be more able to move towards 
successful e-government (Escobar 2007; Obi 2008).  
 
A study conducted by Lam (2005) identified that consultants with essential experiences 
of e-government projects mentioned that one of the barriers to e-government integration 
relates to technological deficiencies or weaknesses, specifically in IT standards, IT 
security and IT components (network, infrastructure and equipment). Lam notes that a 
lack of IT data standards is a key technical barrier to e-government integration since the 
data formats applied by one application may be incompatible or non-readable by other 
applications. It is essential to have standardisation of data formats and the adoption of a 
data model because a number of challenges which relate to data are at the core of e-
government initiatives (Gil-Garcia & Pardo 2005). In relation to IT reliability and 
security, confidence and trust between the government and users is identified as a 
critical factor for the successful adoption of e-government (Warkentin 2002). 
Nevertheless, the security model has also been recognised as a potential barrier in the 
technical implementation of e-government systems (Lam 2005). Lam (2005) explains 
that the critical security functions, including reliability, confidentiality, authentication 
and authorisation, are handled alongside the application‘s particular set of rules and 
consequently present a significant challenge to the designation of a unified security 
administrative function across e-government systems.  
 
Moreover, many government organisations at a range of levels have implemented and 
made use of IT to manage their public services, but the levels of IT capacity differ 
greatly across the government sector (Kim & Lee 2004). Higher investments into IT, 
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such as infrastructure, equipment and networks, can provide good IT capability and 
enhance the reform of e-government processes (Kamal 2006). Jaeger (2003) cited the 
US General Accounting Office report which listed the trials involved in implementing 
e-government as: maintaining a robust technical infrastructure, employing a suitable 
security method, building effective e-government initiatives, and sustaining committed 
administrative leadership. While Ebrahim and Irani (2005) suggest that there are a 
number of technologies and types of systems infrastructure that government 
organisations should adopt to supply the necessary facilities for the integration of their 
systems in a way that enables them to create an efficient basic platform for 
implementing their e-government systems. Furthermore, the integration of many IT 
applications and components, such as IT equipment and networks, must be upgraded to 
a web-enabled point to extend their functionalities beyond the organisational boundaries 
and accomplish full interaction among all of their processes and information systems. 
The issue of the impact of differential technological characteristics on e-government 
systems is a major concern to the implementation of e-government (Cohen 2003).  
 
Table 2-5 presents a summary of previous studies of the technology factors which 
influence the implementation of e-government initiatives. 
 
 
 
 
 
 
 
 
 
 
 
 
Table 2-5 Technology Factors for E-government Initiatives 
 
 
Challenge 
Category 
Factors Previous Studies 
T
ec
h
n
o
lo
g
y
 
IT Security 
Irvine (2000); Milner (2000); Joshi et al. (2002); Moon 
(2002); Holden et al. (2003); Luna-Reyes and Gil-
Garcia (2003); Roy (2003) 
IT Standard 
West (2000); Caldow (2001); United Nations (2002); 
Jaeger (2003); Bhatnagar (2004); Stowers (2004); 
Akman et al. (2005); Gil-Garcia & Pardo (2005) 
IT Complexity 
Barki et al. (1993); Dawes and Nelson (1995); Caffrey 
(1998); Chengalur-Smith and Duchessi (1999); West 
and Berman (2001); Garson (2003) 
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IT Reliability 
Cook (2000); Caldow (2001); Warkentin (2002); Gupta 
(2003); Hazlett & Hill (2003); Gilbert (2004); Ndou 
(2004); Welch (2005) 
IT Capability 
Perry and Danzinger (1980); Chen & Gant (2001); 
Chwelos, Benbasat and Dexter (2001); Akbulut (2002); 
Hu et al. (2005); Thompson, Rust & Rhoda (2005); 
Welch, Hinnant & Moon (2005); Kamal (2006); 
Cegarra Navarro, Dewhurst & Briones Penalver (2007)  
IT Skills and 
Experiences 
Caffrey  (1998); Brown (2001); Dawes & Pardo (2002); 
Ho (2002); Moon (2002); Holden et al. (2003) 
IT Newness 
Barki et al. (1993); Dawes and Nelson (1995); Caffrey 
(1998); Ho (2002); Roy (2003) 
IT Usability 
Davis (1989); DeLone & Mclean (1992); Caffrey 
(1998); Brown (2000); DeLone & Mclean (2003); 
Garson (2003); Mahler & Regan (2003) 
IT Prototype Caffrey  (1998); Dawes & Pardo (2002) 
IT Infrastructure 
Ang, Davies & Finlay (2001); Chen & Gant (2001); 
Kuan & Chau (2001); Gibbs, Kraemer & Dedrick 
(2002); Grant & Chau (2002); Kim & Lee (2004); 
Chircu & Lee (2005); Chen et al. (2006); Kaliannan, 
Awang & Raman (2007)  
 
(Source: Adapted from Gil-Garcia, JR & Pardo, TA 2005, ‗E-government success 
factors: Mapping practical tools to theoretical foundations‘, Government Information 
Quarterly, vol. 22, no. 2, pp. 187-216.) 
2.11 Theoritical Background 
 
A wide range of theories can be drawn on by researchers in developing countries 
(Walsham & Sahay 2006). This study will draw on a combination of three theories—
institutional theory, social reproduction theory and cultural theory—to analyse and 
explain a significant dynamics in the way in which the public administrators and the 
policy interacted in the e-Revenue project with administrative actions in organisational 
settings. In relating three theories to this study, this section is going to explain how social 
reproduction theory, institutional theory and culture theory relate to, and can assist in 
explaining, the success factors involved in the implementation of the e-Revenue project.   
2.11.1 Institutional Theory  
 
Government is fundamentally an institution. Institutional theory (DiMaggio & Powell 
1983) then can provide part of a theoretical basis for examining the basic structure of e-
government – its institutions embedded in the civil service. Institutional theory proposes 
that three forces (coercive, normative and mimetic forces) influence innovative adoption 
of e-government (Kaaya 2006). Coercive and normative forces generally relate to the 
interconnected relations between individual behaviours and organisations whereas the 
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mimetic forces work within institutional structures (DiMaggio & Powell 1983; Scott 
1995).  
 
Institutional theory assists the researcher to describe the official policies and development 
of the institutional environment (Yildiz 2003). It requires the integration of bounded-
rational and social characteristics of administrative people such as their stability, concerns 
of legitimacy and survival possibilities (Meyer & Rowan 1977). Hence, applying 
institutional theory to this study will assist in identifying the motivation directing efficient 
e-government strategies across the government sector in a Thai case study. Institutional 
theory is used in this research as a source of transformation (Feldman 2000) to reframe 
administrative processes. For example, the study will explain the administrator 
behaviours and perceptions regarding ICT usage in the RD of the Thai government and 
the process of homogenisation of the organisational structure.  
 
From an institutional theory perspective, government organisations take their services 
online because of the legitimisation needs (Yildiz 2003). DiMaggio and Powell (1983) 
add that the forces that commonly impact on institutional change are likely also to 
influence the implementation of the e-government process. This is the adaptation of an 
institutional practice by an organisation (Dillard, Rigsby & Goodman 2004). DiMaggio 
and Powell (1983) propose three main types of influence: the coercive, normative and 
mimetic. These forces can encourage organisations to be consistent with traditional 
practices and norms (Nicolaou & Schick 1995; Scott 1987).  
Normative pressure is mainly related to professionalism. The professions can define 
common beliefs and norms within an organisation that have a direct impact on the 
adoption and implementation of e-government projects. For example, it would be easier 
and faster in implementing e-government process, if most government officers have the 
same educational backgrounds, and approach problems in much the same way. Moreover, 
normative pressure can assist coercive pressure to develop organisation norms.  
Coercive pressure is pressure from other organisations on which they are dependent and 
by cultural expectations from society. In this case, most coercive pressures are 
government mandates that can be derived from contract law, financial reporting 
requirements and other government regulations. It can be assumed that large corporations 
like government can have similar impact on their subsidiaries (DiMaggio & Powell 
1983).  
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While mimetic pressure is in general derived from uncertainty that encourages imitation 
from another organisation, this imitated organisation can be diffused through employee 
migration or by consulting firms with the intention to reduce the uncertainty and lack of 
knowledge. The similarities caused by these three processes allow government 
institutions to interact with each other more easily and to build legitimacy among 
organisations. DiMaggio & Powell (1983), Tolbert (1996), Gladwin (2000), Orlikowski 
(1992), Speziale & Carpenter (2006), Zijdervald (2000), Teo, Wei & Benbasat (2003), 
Nicolaou & Schick (1995), Mizruchi & Fein (1999), Scott (2001) and Dacin Goodstein & 
Scott (2002) all argue that the pressures that commonly influence institutional change are 
similar to those that influence the e-government implementation and its adoption process.  
Chen (2003) states that institutionalism has contributed to the study of e-government 
strategies in a number of ways. First, it highlights the significance of national 
administrative and legal institutions. Thus, a reliable e-government plan should have an 
element on creating administrative and legal institutions. Second, it describes the ways in 
which institutions may design and implement e-government initiatives. Particular 
techniques can be identified when there is a good understanding of how management 
structures work in various national and regional contexts. Third, institutionalism is linked 
to the relationship between institutional preparations and performance. Chen (2003) 
asserts that an inclusive national strategy should provide effective guidelines for the 
management level to ensure continual improvement of e-government projects according 
to stakeholder expectations. Finally, Farris and Tang (1993) and Ostrom (1990) explain 
that institutionalism is critical to shaping the physical environment surrounding 
institutional design and policy. Institutions not only formulate the selection of e-
government projects but also pursue their purpose and implementation (Fountain 2001).  
 
E-government has the potential, derived from influential pressures, to make managerial 
methods more efficient, and improve both political participation and the quality of service 
delivery because the necessary technology is well-established in the business domain and 
e-commerce has rapidly expanded across the entire economy (Tan, Pan & Lim 2005). 
Kaaya (2006) explains that the progress of e-government stages implicates a diversity of 
complicated interrelationships inside and outside the government that can either motivate 
or hinder the development of e-government in a particular site. DiMaggio and Powell‘s 
(1983) study gives a helpful starting point for this study. It suggests that coercive and 
normative pressures normally work through interconnected relations between the 
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individual behaviours and organisations, whereas mimetic pressures relate to the imitation 
of systems already developed. As a result of these three forces, organisations transform 
themselves to follow the expectations of the organisational field and institutional norms 
(Beatty-Guenter 2002). E-government adoption and implementation, it is argued, results 
from decisions within organisations and therefore are also subject to these three pressures 
(Kaaya 2006) which are related to the development of e-government services from the 
supply side.  
 
As a result, institutional theory then can play a role in developing an understanding of 
why governments or government departments adopt and then implement e-government 
projects. Forces of coercion, professionalisation and imitation all impact on institutions in 
their decisions to adopt. These forces within this theoretical context enable the researcher 
to frame an understanding of what motivates decision-makers and policy makers. 
However this theoretical grounding does not deal with all motivation for action. Social 
demands and the impact of traditions and past practice need also to be considered. 
2.11.2 Social Reproduction Theory 
 
Implementing e-government systems requires that different stakeholders be brought 
together to share their perceptions during implementation (Azad & Faraj 2008). These 
perceptions regularly contest technology structures which comprise the ideas, concerns 
and features that must be identified and merged in order to create an efficient e-
government system. Robbins (1991) notes that Bourdieu‘s theoretical approach has 
become gradually more significant within the social sciences and that his ideas comprise 
of an effective framework for analysing organisational behaviour. This is not to assert that 
Bourdieu‘s method is the only feasible one (Mouzelis 1994), but it does signify a helpful 
beginning point for a key analysis of e-government issues. Gorton (2000) mentions that 
Bourdieu‘s theory is a suitable method for providing a model that explains the processes 
governing social reproduction.   
 
Bourdieu‘s approach is related to the role of culture in the reproduction of social order 
(Kvasny 2006; Bourdieu 1993), a process which is engaged in the e-government 
phenomenon. The basic definition of reproduction is to make a copy or produce again 
(Gingrich 1998). Gingrich (1998) adds that reproduction is related to the substitution of 
structures or people with a new set similar to the source so that the social system can 
continue. It always changes social, economic and environmental conditions along with 
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introducing new processes and technologies (Giddens & Turner 1987). The main focus of 
Bourdieu‘s theory is to determine how and why relationships of inequality and 
domination are reproduced (Bourdieu 1977, 1986, 1991; Bourdieu & Wacquant 1992). 
His term ‗economy of practice‘ describes how all human practice or activity relates to an 
exchange between individuals and groups (Carrington & Luke 1997). He also points to 
immaterial forms of direct current flow and exchange which are the source of social 
power and control within this economy. As a result, reproduction in Bourdieu‘s theory is 
accomplished since social members internalise the ‗rules of the game‘ and thereby 
implement practices that ensure their ‗unconscious‘ replication (Nash 2001). In applying 
this view to e-government processes, it is useful to draw on the relationships between the 
major concepts of habitus, capital and fields (O'Brien & O'Fathaigh 2005) in the e-
government field.  
 
Figure 2-1 below presents a helpful starting point for an understanding of the application 
of Bourdieu‘s theoretical method to the e-government field. In order to develop a new 
research outline one must first seek to understand the overall consistency of e-government 
management. This enables identification of the strategic approaches and lessons drawn 
from management experiences which arise from the successful e-government projects in 
their government organisations. In this study, the researcher explored the degree to which 
management processes are adaptable to technology adoption in an organisation and how 
different management levels react differently to the same incentives given different 
characters.  
 
 
 
Figure 2-1 Reproduction and change: a new research outline for e-government
4
 
 
 
                                                 
4
 Sources: Adapted from 
(1) Harker, R. 1990. ‗Bourdieu: education and reproduction.‘ In An introduction to the work of Pierre 
Bourdieu: the practice of theory, eds. R. Harker, C. Mahar and C. Wilkes. Basingstoke: Macmillan. 
(2) Gorton, Matthew. 2000. ‗Overcoming the structure-agency divide in small business research.‘ 
International Journal of Entrepreneurial Behaviour & Research 6(5):276-292. 
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The following section will explain each major concept of social reproduction theory and 
how each applies to this study. 
 
Habitus 
 
The habitus or habit denotes the type of durable and changeable dispositions predisposed 
to function as organising structures or principles for producing and constructing 
representations and practices (Bourdieu & Passeron 1977). It controls one‘s mental 
activity to the point where individuals are often not consciously aware of its influence 
(O'Brien & O'Fathaigh 2005), and it functions as a strategy-generating principle which 
drives perceptions, thoughts, actions and expressions enabling individuals to choose 
variable tasks in their daily lives (Bourdieu 1977; Valdez 2000). Grant and Chau (2002) 
explain that the focus of e-government initiatives has been reinforced by public policies 
that emphasise the creation of internally efficient processes and constituent relationship 
management. Understanding what is meant by e-government can be complicated because 
the construct can denote different things to different people. Ciborra and Navarra (2005) 
state that if the administrative strategies are to be understood, the habitus must be 
explored in the context of a study of e-government practice and the dispositions of 
administrators towards managing e-government process. This is to identify how the 
thresholds for satisfaction are personally and culturally determined and how these 
thresholds emerge out of practice (Bourdieu 1991). In this regard, the habitus affects the 
employees of government agencies. They must understand the administrative policies and 
Habitus 
Practice 
Understanding Administrative Perceptions 
Setting the objectives, scopes and 
policies for accomplishment 
How the administrators manage 
and formulate strategies to achieve 
the e-government projects The effect of changes in the 
universal society on habitus 
and practice 
Structures 
Understanding how 
changes in the universal 
society affect behaviour 
divergences 
Perception 
Specific Historical 
Circumstances 
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strategies in order to perform their tasks as outlined by organisational objectives to obtain 
the correct results.   
 
Capital 
 
The term ‗capital‘ refers to the supplies, material and symbolic, without distinction, that 
present themselves as rare and worthy of being sought within a specific social formation 
(Bourdieu 1977). The concept of capital is subdivided into economic, social, symbolic 
and cultural categories (Bourdieu 1986; O'Brien & O'Fathaigh 2005). Economic capital is 
instantaneously and directly exchangeable into money (Bourdieu 1986). It refers to other 
financial resources, incomes and properties which must exist in a field in order to have 
meaning and participation joined together (Gorton 2000). Bourdieu (1977) also states that 
specific social information, resources or goods must be accepted after being transferable 
into valuable and rare things. Second, social capital exists as a set of lasting social 
relations, contacts and networks. Investment in social capital is shown as a kind of 
strategy which further serves as a mechanism to exchange other capitals (O‘Brien & 
O‘Fathaigh 2005).  
 
Third, symbolic capital is used by Bourdieu to explain the ways in which types of capital 
are perceived in the social structure such as the status value attached to certain books, 
values, or places of learning (Portes 1998). Finally, Grenfell and James (1998) explain 
that cultural capital is divided into three forms: objectified, embodied or institutionalised. 
According to Bourdieu (1986) and Throsby (1999), when culture capital is developed into 
cultural merchandise such as devices, machines, books, dictionaries and pictures, it is in 
an objectified state. For an embodied state, the cultural capital is related to the long-
lasting character of the person‘s mind and body. Then, the cultural capital in the material 
form can be identified in the form of an official document when it is in an 
institutionalized state. Each form acts as a tool to signify the symbolic wealth socially 
designated as precious and desirable (Bourdieu 1977). For example, cultural capital can 
be signified through qualifications, computers and books. Harker, Mahar and Wilkes 
(1990) assert that the characteristics of capital that are accepted in specific fields and 
included in habitus are generated by the objective power relations which exist and their 
material foundation. To define the field, it is important to understand the structure and 
level of current capital (Gorton 2000). 
 
Fields and structures  
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Warquant (1992) defines a field as a configuration or network of actual relations between 
positions objectively defined in their existence according to their agencies. A field is a 
system of social positions (e.g. a profession such as law) structured internally in terms of 
power relationships (e.g. the power differential between judges and lawyers) (Bourdieu 
1993). A field is created by the relational differences among social positions, and the 
boundaries of a field are delineated by the limits of its consequences (Lane 2000). 
Moreover, the different fields can either be unified and comprise more complicated 
societies which have numerous interconnected fields. In this study, ICT is seen as the 
critical instrument of transformation at all levels of a complex environment. 
Organisations need to examine not only how to create but what and why to create 
(Peristeras, Tsekos & Tarabanis 2002). The vision of an organisation is important, as the 
public requires changes and new features to appear in all fields within the society, such as 
the economy. Requests for new kinds of services (Margetts 1999) occur, although 
services regularly become outdated and their use must be diminished or even terminated. 
Therefore, government organisations must clearly define the boundaries and objectives of 
e-government projects within policy and strategy and instruct their employees according 
to these aims.  
 
Practice 
 
‗Practice‘ in Bourdieu‘s theory is understood through a non-reductionist model where 
practice cannot be overcome by habitus, structures or historical situations alone, but 
rather each element is related to the initiation of social phenomena (Harker 1990). 
Specific practices cannot be understood outside of their spatio-temporal context (Gorton 
2000). The actors can never fully comprehend with their current situations because they 
are an integral part of that context (Jenkins 1992). Similarly, in this study the employees 
recognise and understand management policies and strategies in order to know how to 
interact and perform their duties using the new electronic method in their government 
organisation. They can imagine how their government agencies interact with the 
stakeholders—citizens, businesses and government. This will help the government sector 
to ensure e-government is successful.  
 
Socially, organisations are driven by past practice to engage in reproduction of the 
existing social order even when confronting the impact of new technology. It seems 
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feasible to suggest, under a Bourdieu analysis, that e-government could be argued to be 
an attempt by government to reproduce the status quo by controlling innovation through a 
new technology. However to understand why governments or institutions may want to 
take this approach also requires an understanding of the culture in which these actions are 
taking place. 
2.11.3 Culture Theory  
 
An organisation‘s systems vary broadly as a function of culture (Hofstede 1991; Ronen 
1986; Ronen & Shenkar 1985). Management is related to the specifics of a culture 
(Bartlett & Ghoshal 1992; Hodgetts & Luthans 1991; Wright 1988) and managerial 
methods must be modified to suit the native conditions (Levitt 1983; Nasierowski & 
Coleman 1997; Ricks 1983). Culture, which might be explained in terms of a cooperative 
mental programming (Hofstede 1991) of people who impart an analogous environment, is 
usually difficult to change (Nasierowski & Mikula 1998). Hofstede (1991) defines culture 
in terms of results rather than effects. Culture can be taken to signify a set of socially 
shaped conceptual and behavioural norms that comprise the foundations on which 
experiences and knowledge are comprehended, interpreted and acted upon (Mufaka 
2007). Moreover, culture is essentially dynamic, consisting of language, inflections, 
social communications and the mutual recognition of symbols and their importance. It 
constantly changes, adapts and reacts to externally and internally generated forces and 
effects throughout a group or organisation (Nicholls-Nixon 1995). Cultures can 
communicate with other cultures, which constitutes a method of social self-identification 
as well as enabling the identification of supplementary functions, responsibilities and 
associations (Mufaka 2007). Several crucial features of culture should be stressed. For 
instance, this study focuses on the first root of culture which is the organisational state. 
This research is focused on national culture in light of Alfawaz, May and Mohanak‘s 
(2008) observation that differences in national culture can explain differences in the 
effectiveness of IT management and strategy at the organisational level. For e-
government research, culture is thus likely to be a factor impacting the adoption of e-
government and any obstacles faced therein (Warkentin et al. 2002).   
 
Hofstede (2001) classifies national culture by five dimensions. He labelled these 
dimensions power distance (attitude toward hierarchy and communication), uncertainty 
avoidance (attitude toward rules and risks), individualism (attitude toward oneself and 
others), masculinity (attitude toward rivalry and consensus), and long-term orientation 
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(attitude toward status and social order). He rated 53 countries on indices for each 
dimension (Marcus & Gould 2000b). His five dimensions of culture are explored below. 
 
Power distance is the degree to which a society understands the inequalities and 
differences in the power sharing among individuals, institutions and organisations 
(Bouaziz 2008). Similarly, it is the index to measure the extent to which the less powerful 
members of organisations and institutions accept and expect that power is distributed 
unequally (Marcus & Gould 2000a). Warkentin et al. (2002) add that it is a measure of 
how much people in the lower groups of society differ from those at the top. This account 
suggests that a society‘s level of inequality is endorsed by the followers as much as by the 
leaders. Hofstede (1991) states that, the person who holds the power, is perceived as good 
and right and those members of the non-ruling group tend to obey the policies and 
instructions of those who create them. Bouaziz (2008) observes that individuals in 
countries with high levels of PD are more ready to accept power distance and a large 
hierarchical command than individuals in lower PD countries. Therefore, the high PD 
countries are likely to have centralised political power and organisations whose 
hierarchies consist of great differences in status and salary among their members 
(Hofstede 2001).  
 
Thailand has a rating of 64 for Power Distance (PD) which is high (Hofstede 2001), and 
symptomatic of high levels of inequity of power and wealth within the country. As 
explained earlier, e-government is the use of ICT to change government by making it 
more effective, accessible and responsible (Sakowicz 2003). In high PD countries like 
Thailand, organisations are characterised by integrated structures, authority and 
applications of formal regulations (Erumban & de Jong 2006). Bureaucratic control is 
more general in high PD countries than in low PD countries (Hofstede 1980; Laurent 
1983). Thus, employees are more likely to be expected to unquestioningly respect 
management authorities and power differences and follow the administrative policies in 
the e-government process of high PD countries (Gong, Li & Stump 2007). 
 
Individualism within cultures refers to limited social connectedness; individuals are 
required to look after themselves and their families in opposition to a shared social 
responsibility across society (Marcus & Gould 2000b). Individuals are more concerned 
with themselves and their social members in individualistic cultures (low levels of 
collectivism) (Hofstede 1991). Hofstede asserts that individualistic cultures value 
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personal freedom, challenge, time and such external motivators as relevant incentives at 
work (Bouaziz 2008). Personal freedom and individual decision-making are praised 
(Erumban & de Jong 2006; Gong, Li & Stump 2007). Individualistic societies and 
governments value individual socioeconomic interests over the group, encourage 
restrictive opinions (expected from someone), preserve strong privacy rights, control the 
power of the state in the economy, sustain strong freedom from the pressure, underline 
the political power of voters and recognise the principles of self-government, self-
realisation and self-actualisation (Hofstede 2001). The concept of collectivism means that 
people join together based on their origins to form strong, cohesive groups that look after 
them in exchange for absolute loyalty (Marcus & Gould 2000b). Collectivist cultures 
value physical conditions, skills and training. Their societies and governments place the 
collective, socioeconomic good over that of individuals (Hofstede 1991).  
 
Thailand has a low rate of individualism (IDV) at 20 (Hofstede 2001). This score 
indicates that Thai society is collectivist rather than individualist. This is visible through 
Thai citizens‘ sense of long-term responsibility to the group—to the family, extended 
family or other extended social groupings. Hofstede also mentions that the loyalty in a 
collectivist culture is dominant, overriding many other communal rules and regulations. 
Earley (1999) asserts that Thai culture emphasises independence and respect rather than 
social collectivism. This implies that this society promotes strong relationships within 
organisations, such that everyone takes responsibility for each other. As a result, 
collaboration will likely be one of the success factors leading to the successful 
implementation of e-government in Thailand.   
 
The concepts of masculinity and femininity are related to roles, not physical 
characteristics (Marcus & Gould 2000b). Masculinity determines the sharing of roles 
between the genders, which is another fundamental issue for any society for which a 
range of solutions might be discovered (Hofstede 1991). This dimension of culture is 
based on dissimilarity between women‘s and men‘s roles in a society (Bouaziz 2008). 
Hofstede (1991) concentrates on the customary assignment to men‘s roles of competition, 
assertiveness and hardiness, and to women‘s roles of orientation to people, home and 
children, and compassion. He recognises that different cultures and different occupations 
are controlled by different genders. Masculine cultures concentrate on performance, 
forcefulness, success and competition (Bouaziz 2008). The objectives of masculine work 
comprise recognition, income, progression and challenge (Marcus & Gould 2000b). In 
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contrast, feminine culture focuses on quality of life, equality, care for others, human 
association and defence of the weak (Bouaziz 2008). The customary feminine role aims to 
maintain good relationships with supervisors, subordinates and colleagues; good working 
and living circumstances; and secure employment (Marcus & Gould 2000b). As a result, 
feminine cultures are likely to work against the dissimilarities and go beyond gender 
roles, while masculine cultures tend to resiliently maintain the dissimilarities (Hofstede 
2001). Thailand has the lowest masculinity ranking among the Asian countries, recorded 
as 34, compared to the Asian average of 50 (Hofstede 2001). This lower level is also 
suggestive of an organisation that has less competitiveness and assertiveness. This 
occurrence tends to strengthen more established male and female roles within an 
organisation.  
 
Uncertainty Avoidance (UA) concerns attitudes toward uncertainty, risk and new 
occurrences (Bouaziz 2008). This is self-evident that the new occurrences which contain 
surprises are dissimilar to the normal (Bouaziz 2008).  Hofstede (2001) states that the 
roles of UA are related to managing organisational tolerance toward ambiguity and 
uncertainty. In addition, it denotes the degree to which a culture programs its members to 
feel either comfortable or uncomfortable in amorphous circumstances. People in high UA 
cultures are more active, appear emotional, avoid confusing situations and depend on 
obligations in their organisations and relationships. This can assist them to make 
situations clearer and more readily interpretable. Their businesses tend to be more relaxed 
and to concentrate more on long-range strategic matters than on daily operations. Low 
UA cultures are more tolerant toward others and toward alternative perspectives, and their 
people display greater tolerance toward risk (Bouaziz 2008). Their organisations appear 
more innovative and use more ICT-based methods (Bagchi, Hart & Peterson 2004; Gong, 
Li & Stump 2007). High UA cultures are less enthusiastic about risk and are resistant to 
change (Bagchi, Hart & Peterson 2004, Erumban & de Jong 2006, Kovacic 2005). Their 
adoption of ICT further is less significant than that of low UA countries.  
 
Thailand is a high UA country (Hofstede 1991, 2001). Consequently, one would expect 
the culture of the RTG to have reduced levels of ICT adoption in their organisation, and 
that their employees would perceive too much risk, and be resistant to change in the face 
of e-government implementation. Additionally, Bouaziz (2008) highlights that the results 
of Erumban and de Jong‘s 2006 research indicate that the organisational culture 
dimension is the most important in clarifying the differences between countries in the 
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adoption of ICT. Therefore, the researcher assumes that the organisational culture 
dimension affects the implementation of e-government in Thailand. 
  
The time-span orientation concept of Hofstede refers to the extent to which a culture 
assesses its customs and the degree to which people concentrate on both their past and 
their future (Erumban & de Jong 2006; Gong, Li & Stump 2007). Hofstede explains that 
the cultures that are focused on long-term orientation (LTO) are differentiated by values 
such as changing customs in the face of new situations, persistence, and the concept that 
the most significant occurrences in life will take place in the future (Bouaziz 2008). On 
the other hand, short-term orientation (STO) counts on rapid outcomes and is based on 
esteem for the past, custom and stability (Bouaziz 2008). Hofstede (1991, 2001) notices 
that the values associated with LTO are persistence and carefulness whereas the values 
connected with short-term orientation are deference to customs and fulfilment of social 
obligations. In particular, LTO appears to play a significant role in Asian countries that 
have been influenced by Confucian philosophy over many centuries (Marcus & Gould 
2000b). Both dimensions can be applied to countries that have no Confucian heritage 
(Hofstede 2001).   
 
Hofstede (2001) notes that Thailand has a high LTO dimension which is almost equal to 
61. This implies that Thailand is less open to new technology ideas than other countries 
with lower LTO levels. Moreover, organisational culture can reflect the degree to which 
ICT can be adopted in RTG organisations which can assist the researcher to understand 
more clearly the difficulties which might occur during the implementation of e-
government projects in Thailand. Finally, the cultural dimensions which are identified by 
Hofstede (1991, 2001) are useful in classifying and describing both the similarities and 
differences in behaviours of Thai people. The socio-cultural environment of developing 
countries, when compared to developed countries, is rather high on uncertainty avoidance 
and power distance, and quite low in terms of individualism and masculinity (Kanungo & 
Jaeger 1990). This information can be used when interacting with people in 
organisational surroundings, or when analysing their behaviours. Moreover, to understand 
management perceptions in Thailand, the researcher should have both information about 
and compassion for the culture. The vast majority of the previous cross-cultural studies 
are based on inquiry techniques, using self-reported data obtained through interviews and 
questionnaires rather than actual user observation. Furthermore, no study has yet been 
conducted on the influence of culture on management experiences in the e-government 
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domain.  However, how each of the dimensions of Hofstede‘s model relates to institutions 
and to the reproduction of social behaviours needs to be addressed.  
2.12 Research Conceptual Framework  
 
The implementation of e-government is a management duty that must be considered in 
the overall context of an organization and its environment (Schedler & Schmidt 2004). 
For the objective of this study, the researcher proposes that there are a number of 
factors, which apply a pertinent power on the implementation of e-government. This 
section intends to design e-government conceptual framework to elicit and identify the 
motivating factors affecting the successful e-government projects of Thailand‘s 
government. The three theories in section 2.10 define the e-government conceptual 
framework within which the researcher attempts to examine the administrative 
experiences and perceptions of e-government in Thailand. The proposed e-government 
model describes the administrative intentions towards the actual experiences of e-
government project in Thailand by assuming seven factors: policy, process, financial 
support, staffing, leadership support, organisational culture and collaboration.  
 
The institutional theory (DiMaggio & Powell 1983) presents capably theoretical basis 
for examining the factors (which are policy, process, leadership support, financial 
support, collaboration, staffing and organisational culture factors) deriving from the 
three forces (coercive, normative and mimetic forces) and has been influenced the 
innovative adoption of e-government (Kaoya 2006). The coercive and normative forces 
generally relate to the interconnected relations whereas the mimetic force performs the 
constitutional equivalence (DiMaggio & Powell 1983; Scott 1995).  
 
For the social reproduction theory (Bourdieu 1977a, 1983; Bourdieu & Passeron 
1977b), it can help and direct the researcher to construct a e-government framework for 
analysing the organisation (Robbins 1991). Additionally, the Bourdieu‘s theory is an 
appropriate method to provide a model for understanding the processes managing the 
social reproduction and also improve on the organizational structure (Gorton 2000). For 
e-government topic, (O'Brien & O'Fathaigh 2005) suggest that the key concepts of 
social reproduction theory; which are habitus, capital and field, can be helpful for the 
researcher to draw the efficient e-government framework in his/her research.  
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The five dimensions of national culture; which are defined by (Hofstede 1991, 2001), 
offers the foundations for observing the individual and organisational behaviors, 
technology acceptance system use as well as a variety of examples in administrative 
behaviors. (Warkentin et al. 2002) notice that culture tends to be a factor to the 
adoption and implementation of e-government. It constantly alters, adapts and response 
the internally and externally forces and influence among the organization (Nicholls-
Nixon 1995). Culture,  which consists of languages, inflections, social communications, 
recognitions of symbol and importance in the society (Mahmood 2007), has a great 
influence on how technology meeting systems were notices and modified (Raman & 
Wei 1992) in the implementation of e-government. 
 
It is clearly appears that the successful e-government project combines the technology, 
process, strategy and people, the governments need to work very hard creating the 
comprehensive frameworks and effectual strategies to follow the successful 
implementation (Yong & Koon 2003). Due to the main idea of e-government is to make 
the bureaucratic system of public authorities more flexible and efficient, the 
construction of e-government model and strategy could become the backbone of e-
government (Paliulis & Chlivickas 2004). In this study, understanding how the e-
government key factors have the influence on administrative attitudes requires 
theoretical expressions explaining it. The achievement and growth of e-government can 
be directed by considering an efficient story and method (Joseph & Kitlan 2007). 
Drawing on the institutional theory (DiMaggio & Powell 1983), the social reproduction 
theory (Bourdieu 1977a, 1983; Bourdieu & Passeron 1977b), the culture theory 
(Hofstede, G. 1991) and the literatures of e-government implementation regarding the 
key factors (Altameem, Zairi & Alshawi 2006; Carr & Gannon-Leary 2007; Duquenoy, 
Bakry & Abdeghaffar 2005; Elliman, Irani & Jackson 2007; Evans & Yen 2005; Heeks 
2002; Hossan, Habib & Kushchu 2006; Jones, Irani & Sharif 2007; Kamal, M.M. 2006; 
Kamal, Muhammad Mustafa & Themistocleous 2006; Kumar et al. 2007; Wimmer, M, 
Codagnone & Janssen 2008) should work together to influence the administrative 
methods and attitudes to manage and take in e-government. The conceptual framework 
is depicted in Figure 2.2. The proposed model explains the administrative attitudes 
towards the actual implementation of e-government by postulating eight e-government 
success factors: policy, process, financial support, staffing, leadership support, 
organisational culture, collaboration and technology. Theses proposed success factors 
can direct the government agency to implement its e-government project efficiently.  
  74 
 
Figure 2-2 E-government Factor Conceptual Framework (EFCF) 
 
                  
2.13 Conclusion 
 
 
This chapter has provided an outline of the background of e-government, including e-
government implementation and use, the stages of e-government, the benefits and 
limitations of e-government, e-government project in developed and developing country 
and theoretical background. It also focused on examining the literature and theories 
related to the implementation of e-government initiatives. It is necessary to understand 
the previous literature on e-government as key elements driving this research. Such an 
understanding assists the researcher to conceptualise and summarise the key factors that 
impact on the administrative attitudes to the successful e-government project 
implementation in their work environment. Despite this, each e-government project 
originates from different styles of management, cultures, societies and countries, some 
of which share common elements but some which do not. Consequently, the factors that 
impact the implementation of e-government in general will be explored in this study. It 
is evident that there are eight key factors associated with successful e-government 
projects. They motivate and affect the initiating of e-government projects. The research 
framework (Figure 2-2) presented in this chapter will be used to frame the case study 
data to be analysed in later chapters (Chapters 5, 6 and 7). The next chapter describes 
the research methodology adopted in this study (Chapter 3) and then Chapter 4 provides 
an overview of e-government in Thailand. It explains the Thailand‗s IT policy 
Leadership 
Support 
Collaboration 
Staffing 
Process 
Organisational 
Culture 
Policy 
Financial 
Support 
Administrative 
Attitudes towards 
E-government 
Implementation 
Technology 
  75 
development and plan of e-government as well as the e-Revenue project in the Royal 
Thai Government. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Chapter 3 RESEARCH METHODOLOGY AND DESIGN 
 
3.1 Introduction 
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This research is an interpretive case study of the factors leading to success of a project 
related to Thai e-government policy development and implementation.  This chapter 
outlines the research methodology used to explore the approach used in this research. 
The objective of this chapter is to identify the research paradigm adopted, justify the 
research design used and explain the methodology applied in undertaking this research. 
The chapter is divided into four main sections. The first section discusses the theoretical 
assumptions underlying this study related to the chosen paradigm. The second section 
explains the research methods used. The third section outlines the data collection and 
analysis techniques adopted. Finally, the last section discusses research validity.  
3.2 Validation of the Research Paradigm 
 
A paradigm, according to Guba and Lincoln (1994), is a set of fundamental beliefs 
dealing with first rules. It is a worldview that explains the nature of the world, and an 
individual‘s place in and association to that world. Similarly, Patton (1990) explains a 
paradigm as a worldview, broad perspective and way of identifying the complications of 
the real world. It has also been described as a framework in which theories are created, 
which affects how people see the world, determines individual perspectives and forms 
our personal understandings of how things are interconnected (Henning, Van Rensburg 
& Smit 2004). This section introduces the meaning of two approaches to the 
development of research paradigms and discusses the methodological approach selected 
in this research.  
 
Singleton and Straits (1999) state that different kinds of research problems necessitate 
different kinds of research methodologies and approaches. Since information systems 
research is undertaken in the context of diverse societies and educational frameworks 
and includes a broad range of research paradigms and methods (Benbasat & Weber 
1996; Wade & Hulland 2004), researchers determine their research paradigms in 
different ways (Xuan 2007). A paradigm is defined as ‗a framework for understanding 
the world that is sufficiently unprecedented to attract an enduring group of adherents 
away from competing modes of scientific activity‘ (Kuhn 1996). Additionally, a 
paradigm can be referred as a set of conclusions or assumptions that are linked with an 
investigation of the world with the aims to address what problems are valuable to a study 
and what methodologies are possible to investigate them (Deshpande 1983). Researchers 
are normally guided by their chosen paradigms (Xuan 2007). Thus, the most significant 
primary research design step is the selection of the most appropriate research paradigm.  
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Many researchers have analysed and divided the various research paradigms into 
numerous categories. For instance, Burrell and Morgan (1979) divided social paradigms 
into the four paradigms of functionalism, interpretivism, radical humanism and radical 
structuralism. Similarly, Guba and Lincoln (1994) divide social paradigms into the four 
major paradigms of positivism, constructivism, critical theory and realism. However, 
Schultz and Hatch (1996) assert that the study of organisational culture incorporates two 
major views: functionalism and interpretivism. In this regard, the classification of 
paradigms depends on how researchers identify the problem and determine the 
methodology.  
 
In the information systems disciplines, authors such as (Orlikowski & Baroudi 1991), 
(Heeks 2006b) and (Irani, Al-Sebie & Elliman 2006), state that the paradigms used most 
in e-government research are positivism and interpretivism. Furthermore, Becker and 
Niehaves (2007) compared studies conducted in the US with those in Europe and found 
that 89% of published papers in US journals and 66% in European journals were 
characterised by the positivist paradigm. Conversely, 11% of papers in US journals and 
34% in European journals were based on an interpretive paradigm. Consequently, most 
research into e-government is grounded in these two paradigms.  
 
Creswell (2003) states that ‗researchers make claims about what is knowledge 
(ontology), how we know it (epistemology), what values go into it (axiology), how we 
write about it (rhetoric) and the processes for studying it (methodology)‘. Thus, each of 
these research paradigms is divided into three elements as follows (Orlikowski & 
Baroudi 1991): 
 
a. The ontology (the nature of reality, the object of the study or phenomenon). 
b.   The epistemology (the conceptions of the knowledge).  
c. How researchers engage with the subject under study (the relationship between the 
empirical world and the body of knowledge).      
Positivism can be seen as a scientifically-based approach that quantitatively examines 
individual facts concerning a single apprehensible reality (Healy & Perry 2000). 
According to positivists, ‗the universe is replete with regularities and concepts can be 
manipulated to create categories to delineate causal relationships and test hypotheses. 
This allows for knowledge to be created through systematic, comparative, replicative, 
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scientific study of the empirical world, consisting of generalisable (or ―nomothetic‖) 
propositions that give insight and/or have predictive powers when applied to phenomena 
other than those on which they are based (Navarra 2006). Positivist researchers in the 
field of e-government, such as (Orlikowski & Baroudi 1991) and (Tan, Pan & Lim 
2005),  offer common evidence about organisations through observation and prediction 
(Monteiro, Swatman & Tavares 2003). The primary data collection techniques in 
positivism are comprised of surveys based on specified sampling and outcome-oriented 
experiments (Christie et al. 2000).   
 
However, Healy and Perry (2000) argue that positivism is inappropriate for research that 
relates to people and their real-life experiences. It cannot be changed once data 
collection has commenced, can be ineffective at understanding social factors and often is 
unable to identify the meaning underlying how people relate to social phenomena (Smith 
1975). Positivists believe that there is a single reality. Since different people come from 
different cultures, environments and backgrounds, so they have different opinions 
(Corbitt et al. 2004; Hsiao 2003). Some positivist studies often abandon the social 
context and are thus unsuccessful at capturing the complexity of reality (Monteiro, 
Swatman & Tavares 2003). Thus, it was decided that positivism was not suitable for this 
research as the essence of the process was complex and it dealt with people in their 
social context and the exercise of their power and influence to create change.  
 
In contrast, the interpretive approach, which is focused on the understanding of reality 
(Walsham 1995), is more appropriate for exploring complex social phenomena that 
require investigating the real-life experiences of individual people (Christie et al. 2000). 
The interpretive approach is derived from an ontology wherein reality is viewed as 
subjective—a social product created and clarified by humans as social actors along with 
their value systems and beliefs (Darke, Shanks & Broadbent 1998). The objective of 
interpretive research is to combine people‘s words, documents and observations into a 
coherent picture expressed primarily through the participants‘ voices (Trauth & Jessup 
2000). In this study, the interpretive method applied to the research data, obtained from 
the interviews with executives at three management levels, can create an understanding 
of the related social productions that provide the language, shared significance and other 
socially bound ‗objects‘ under investigation (Klein & Myers 1999). 
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In addition, interpretive researchers concentrate on the cultural and historical context 
(Darke, Shanks & Broadbent 1998) and try to understand phenomena by capturing the 
meanings that participants assign to them (Orlikowski & Baroudi 1991). Bode and Burn 
(2001) argue that the interpretive approach allows researchers to make sense of the 
people and the organisation under study, and to develop theory via an inductive process 
that concentrates on the details of the data in order to find the important factors, 
categories and interrelationships revealed by open questions rather than by testing 
theoretically deductive hypotheses (Patton 1990). The interpretive approach differs from 
the positivist perspective where research is conducted in order to test theory using a 
deductive process and by applying a natural science methodology to social phenomena 
(Bryman 1984; Fisher & Arnott 1998). 
 
Finally, this research incorporates an interpretive, qualitative case study approach. The 
interpretive perspective as used in this research was aimed at examining the executive 
strategies and success factors influencing the construction of Thai e-government 
processes on the supply side. The case study was the e-Revenue (online tax payment 
portal) project which has been the most successful e-government system adopted in 
Thailand (Soontreerutana et al. 2006). The interpretive approach was able to provide a 
thorough explanation of this phenomenon and highlighted that this qualitative approach 
was appropriate for this research as it allows for: (a) investigating e-Revenue as an e-
government creation in its natural surroundings; (b) exploring in detail the complex 
processes of e-government (the combination of service and IT infrastructures); and (c) 
studying individual experiences of the e-Revenue because such phenomena require an 
interdisciplinary approach that is closely related to real-life practices and experiences 
(Scholl 2005b). As a result, this paradigm was deemed to be suitable for this research.  
3.3 Research Approach 
  
A research approach is determined by the nature of the research question (Field & Morse 
1991). It is vital to clearly understand the research objective in order to determine which 
technique should be used (Neuman 2003). In this regard, Denzin and Lincoln (2000) 
explain that research approaches are simply tools. The researcher is responsible for 
understanding the range of available methods and their different purposes in order to 
select the best approach for the research. Creswell (2003) asserts that there are three 
approaches to research: the quantitative, qualitative and mixed-method approaches.   
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A quantitative approach is one in which the researcher initially uses post-positivist 
claims to develop their understanding, employ strategies for the experiments and collect 
data through the use of tools that will generate statistical data (Creswell 2003). The 
objective of quantitative methods is to determine whether the analytical generalisations 
of a theory hold true (Neuman 2006). A qualitative approach is one in which the 
researcher often makes knowledge claims based on constructivist or participatory 
perspectives (Creswell 2003; Neuman 2003). It also uses strategies of investigation that 
include narratives, ethnographies, phenomenon, grounded theory studies or case studies. 
A mixed methods approach is characterised by the way the researcher tends to establish 
knowledge claimed on pragmatic views. It utilises strategies of inquiry that involve 
collecting data either sequentially or simultaneously to best resolve the research 
problems.  
 
In this study, several research approaches were examined as potential alternatives for 
responding to the research questions. Due to the current emphasis within government 
policy towards encouraging the private and public sectors to contribute something of 
economic value to society and it being descriptive (Travers 2001), the qualitative 
approach was selected. This method can answer questions about the nature of 
phenomena with the objective of understanding and explaining them from the 
participant‘s point of view (Leedy 1997; Orlikowski & Baroudi 1991). In qualitative 
research, what people say is interpreted and summarised to facilitate understanding of 
the participants‘ attitudes towards a specific phenomenon or occurrence (Burns 2000). 
(Bouma & Ling 2004) state that it differs from the quantitative and mixed-method 
approaches in that it can answer questions about what is occurring in a specific situation, 
provide a thorough explanation of what is occurring in a discussion or in a society, and 
captures the significance of feeling, effects and message.  
3.3.1 Qualitative Research Approach 
 
The term ‗qualitative‘ involves an emphasis on the examination of meanings and 
processes, rather than on calculations in terms of amount, frequency or quantity 
(Labuschagne 2003). The qualitative research approach is the most suitable for those 
projects where phenomena remain unexplained, where the nature of the research is broad 
or uncommon, where the objective is deep narrative theory or knowledge development 
(Hammersley & Atkinson 1983), or where earlier theories are deficient or do not exist 
(Patton 2002). It can produce a great deal of complete data about a small number of 
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cases and allows a significant degree of detail through direct quotation, close observation 
and detailed explanation of situations (Labuschagne 2003). Furthermore, the great 
strength of the qualitative research approach is that it tries to describe experience as a 
whole in a comprehensive and meaningful way.  
 
The qualitative research approach depends on the interpretive paradigm within the social 
sciences (Neuman 2006). The nature of the interpretive research method is to 
concentrate on ‗human ideas and actions in the social and organisational situation‘ 
(Klein & Myers 1999). Moreover, Walsham (1995, 2006) adds that it concentrates on 
the complication of human sense-making as the circumstance appears and tries to 
understand phenomena through the meanings that people give to them. Interpretive 
research seeks to obtain some knowledge of that reality. This study seeks to develop a 
meaningful understanding of Thai government executives‘ experiences and perceptions 
during e-government implementation and to identify the motivating factors which 
influence their work on the e-government project. These aims can best be realised by 
conducting interpretive research (Gibbons 1987; Orlikowski & Baroudi 1991). This 
study also acknowledges that those government executives and their actions are 
restricted by certain social, cultural and resource limitations (Klein & Myers 1999). 
 
Coleman (1998) explains that the reasoning underlying the interpretive method is to use 
existing knowledge to illustrate conclusions, formulate predictions and generate 
explanations. In this regard, there are three approaches to reasoning which may result in 
the acquisition of new knowledge: deductive, inductive and abductive reasoning. First, 
deductive reasoning is a logic-based process of deriving an assumption about a particular 
phenomenon on the basis of a known common basis or something known to be true 
(Zikmund 2003). It begins by creating the hypotheses, which are then confirmed to 
illustrate conclusions based on the findings (Bryman 2004). Research in the area of 
marketing has previously emphasised deductive processes—in many cases these 
processes have been undertaken prematurely, before sufficient understanding of the 
concepts operating has been established (Bonoma 1985; Deshpande 1983; Hyde 2000). 
In a deductive approach, Neuman (2003) explains that a researcher can start with an 
abstract, logical connection among concepts, then moves towards concrete empirical 
evidence.  
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Second, at the practical level, a theory may be expanded with inductive reasoning. 
Inductive reasoning is the logical process of setting up a general proposition on the 
foundation of the observation of specific facts (Zikmund 2003). Similarly, Hyde (2000) 
adds that inductive reasoning is a theory building process, beginning with observations 
of particular circumstances, and then seeking to establish generalisations about the 
phenomenon under investigation. It is rooted in the idea that knowledge derives from 
observation of the ‗empirical world‘ through qualitative research (Neuman 2006). When 
researchers use an inductive approach, Neuman (2003) explains, it can assist them to 
confirm a theory derived from the abstract of the concepts and theoretical connections.   
 
Through the use of semi-structured interviews and qualitative research, this researcher 
will be able to investigate participants‘ interpretations of their visions and experiences of 
e-government implementation. Thus the appropriate form of reasoning for this study is 
inductive reasoning. The goal of qualitative research is the development of concepts 
which assist a researcher to comprehend a social phenomenon in natural (rather than 
experimental) settings, placing due emphasis on the experiences, views and implications 
of all participants (Pope & Mays 1995). Therefore, it is appropriate that this qualitative 
research project use the inductive reasoning approach since it is a process which begins 
with the details of experiences and moves to a more universal picture of the phenomenon 
of interest (Liehr & Smith 2005). The focus of this study is also one of discovery in 
attempting to understand the issues influencing e-government project implementation in 
Thailand, rather than one of confirmation.  
 
 
3.4 Research Purpose 
 
The purpose of social research can be categorised into three groups based on what the 
researcher is trying to achieve: an explanation (describe why something happens), a 
description (explain a social phenomenon), or an exploration (investigate a new topic) 
(Neuman 2003). Studies may have several purposes but generally one primary purpose is 
declared (Neuman 2003). First, explanatory research aims at finding cause-and-effect 
relationships among variables (an exploratory and descriptive study usually precedes 
cause-and-effect relationship studies) (Zikmund 2003). Moreover, it is beneficial to have 
an expectation of the relationship to be described. Thus, researchers must be well-
informed about their research subjects (Neuman 2006), and desire to know ‗why‘. 
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Second, descriptive research aims to explain the characteristics of a phenomenon or 
population (Zikmund 2003). It also assists target markets and looks to determine the 
answers to who, what, when, where and how questions. The researcher starts with a 
precise subject and performs research to explain it accurately and thoroughly (Neuman 
2003). Descriptive research concentrates on ‗how‘ and ‗who‘ questions. Lastly, 
exploratory research is undertaken when no information is available on how related 
problems or research issues have been explained in the past or when little is understood 
about the phenomenon under study (Sekaran 2000). Zikmund (2003) adds that this 
research method is aimed at enhancing understanding of the factors of research problem. 
However, it rarely provides definitive answers, and deals with the ‗what‘ questions 
(Neuman 2003). Most exploratory research is required to develop initial insights and to 
provide direction for any further research needed (Parasuraman 1991). 
 
An exploratory study is essential when a researcher needs to define the problem more 
precisely and to identify any specific objectives or data requirements to be addressed 
through additional research. In this regard, e-government is a relatively new 
phenomenon in Thailand. Although the number of Internet users is proliferating, there is 
little empirical evidence to help government fully understand and identify what 
executive strategies and motivating factors will lead to the achievement of successful e-
government processes and systems. Therefore, the imperative of an exploratory study in 
this area is to gather much-needed background information pertaining to effective 
strategies and perceptions from different management levels. Exploratory research is the 
foundation of a good study (Churchill & Lacobucci 2002), is normally flexible, 
unstructured and qualitative (Burns & Bush 2002) and serves as an encouragement for 
further research (Malhotra 1999). In addition to reviews of the literature, the key 
informant technique taps the knowledge of those familiar with the subject matter, which 
in this case study is the achievement of e-government according to executives‘ 
perceptions.  
 
Thus it was seen as important that exploratory research be conducted for this study, since 
the purpose of this study is to understand the factors which have influenced on success 
of an example of e-government policy development and implementation from the 
perspective of government executives, in their specific contexts. This kind of study can 
be understood in the way of their functioning and find out the effective approach 
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(Robson 2002). Cavana, Delahayne and Sekaran (2001) also state that an exploratory 
study is necessary where research into an area is not well advanced. It is then a suitable 
method to explain researcher‘s significant insights into the problems (Saunders, Lewis & 
Thornhill, 2003), to further develop their knowledge (Cavana, Delahaye & Sekaran 
2001; Collis et al. 2003) and to assess the possibility of commencing a more extensive 
study (Cavana, Delahaye & Sekaran 2001; Collis et al. 2003). The outcomes of 
exploratory research can give some suggestion as to the ‗why‘, ‗how‘ and ‗when‘ 
something occurs (Neale, Allen & Coombes 2005).  
 
Since e-government projects and their implementation are related to particular 
institutional and social settings (Orlikowski & Baroudi 1991), it is important to 
recognise that these engender a complex network of social, technical and organisational 
elements in order to identify the factors that create successful e-government in the case 
of the e-Revenue project in Thailand. Sarantakos (1998) explains that exploratory 
studies can take many forms, depending on the nature of the key study, the objective of 
the study, the study object, and the body of knowledge. This exploratory study will 
enable researchers to enhance their knowledge of e-government issues in order to 
develop effective guidelines that ensure more achievable e-government implementation 
in future. The findings can also be applied in both Thailand and in other countries that 
have similar cultural, political and economic settings.  
 
 
 
3.5 Research Design 
 
A research design, which is a function of the research objectives, has been defined as ‗a 
set of advance decisions that makes up the master plan specifying the methods and 
procedures for collecting and analyzing the needed information‘ (Burns & Bush 2002, 
p.120). Yin (2003) similarly explains that it is the logical sequence that joins the 
empirical data to a study‘s primary research questions and eventually to its conclusion. 
An appropriate research design is essential as it determines the type of data collected, the 
data collection technique, the sampling methodology, the schedule and the budget 
(Rubin & Babbie 2009). In this study, a number of research methods were considered as 
possible alternatives for investigating the research questions. Creswell (1994) explains 
that different research designs can define different assumptions, skills and research 
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methods. There are four types of qualitative research method: action research, grounded 
theory research, ethnography research and case study research (Myers 2009). 
 
First, action research is a form of social investigation into real-life circumstances 
(Sarantakos 1998). It aims to combine the collaboration within a commonly acceptable 
ethical framework and to the sensible concerns of people in an intermediate difficult 
situation (Rapoport 1970). The action research method is not suitable for this study 
because it is considered to be very time consuming and is a process in which participants 
investigate their own practices systematically (Avison et al. 1999).  
 
Second, grounded theory research is a method that seeks to develop theory that is 
grounded in data which has been analytically collected and analysed (Martin & Turner 
1986). It also allows the researcher to develop a theoretical account of the common 
characteristics of the object or phenomenon under study while concurrently grounding 
the description in data or observations. As this study is not specifically intended to 
develop theory and does not have a closely interrelated relationship between data 
collection and analysis, a grounded theory method is not suitable for this study.  
 
Third, Creswell (1994) states that ethnography research is the product and process of 
explaining and understanding cultural behaviour. Under this approach, the entire cultural 
group is studied within its natural setting for an extended period of time by gathering 
observational data. Culture, as defined by ethnographers, does not imply a set of 
characteristics of a group, but refers to a pattern or form identified and drawn from the 
subject being studied (Schwandt 1997). However, for this study the researcher was not a 
member of the e-government implementation team and was therefore unable to study the 
e-government process over a period of time; thus, an ethnographic method could not be 
adopted for this research.   
 
Fourth, case study research is an exploratory research technique that intensively 
examines one or a number of circumstances related to the research problem (Zikmund 
2003). Benbasat, Goldstein and Mead (1987) claim that this method entails an 
examination of an occurrence in its natural setting, using various methods of data 
collection to collect information from one or a small number of entities. As suggested by 
Yin (2003), the case study method is an appropriate strategy when the researcher has 
little power over the occurrences being examined, when the thing is an existing 
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phenomenon within a real-life situation and when the research assists in answering 
‗how‘ or ‗why‘ questions.  
3.5.1 Case Study Design 
 
The case study is known to be a practical methodology where the focus is on a current 
phenomenon or occurrence within a real-life context and when little has yet been 
identified about it (Yin 1994). Zikmund (2003) adds that the primary benefit of a case 
study is that a whole organisation or entity can be investigated thoroughly and with 
particular attention to detail. This highly focused form of examination enables the 
researcher to carefully study the order of experiences as they manifest and to focus on 
distinguishing the relationships among individuals, functions or entities. Meredith (1998) 
explains that a case study method allows a more in-depth exploration of the field, and 
enables the researcher to ask more detailed questions of the participants and to collect 
information from a number of sources. This suggests that the case study method is the 
most appropriate for this research as it would allow the investigation to develop a 
holistic and meaningful explanation of complex government organisational structures 
and e-government phenomena. Furthermore, it would facilitate understanding of the 
development of integrated information technology infrastructures in the public sector.  
 
Yin (1994) explains that there is no specific data collection or analysis methods in case 
study research which can be used in combination with one another to provide 
triangulation and rigour to the research. It is therefore beneficial for the researcher to 
employ a variety of methods of data collection and analysis. The data from distinct 
sources can be cross-investigated to observe any consistency of the outcomes when 
verifying the analysis (Denscombe 1998). The researcher can gather richer and more 
comprehensive information through investigation of the natural environment (Benbasat, 
Goldstein & Mead 1987). Denscombe (1998) asserts that a case study design requires 
the confinements that are readily apparent and understandable, in turn to assist the 
researcher to recognise what is included and what is to be eliminated from the case. 
Either a single- or a multiple-case design can be employed as part of the case study 
design (Darke, Shanks & Broadbent 1998; Yin 1994). Previous research in the higher 
education sector has found the case study method to be a helpful tool when there is little 
information in the research area, when it is exploratory or detailed research, and when 
the modification and dynamic processes are significant to the analysis (Baldridge 1971). 
Additionally, a case study allows for exploration of the processes carried out within an 
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organisation rather than only collecting data based on the official statements. Moreover, 
case study research is compatible with information system research not only because the 
researcher can investigate information systems within their usual background setting but 
also understand the complexity and character of the processes taking place (Benbasat, 
Goldstein & Mead 1987). 
 
There are some disadvantages of using a case study as the research method (Denscombe 
1998). Because the case study method uses only a limited number of examples to 
represent a broad range of possible examples, the reliability of any generalisations may 
be limited (Denscombe 1998; Yin 1994, 2003). Furthermore, (Orlikowski & Baroudi 
1991) argue against using a case study in information systems research because each 
specific social relation is the outcome of generative forces or methods functioning at a 
broader level. Thus, the analysis constitutes an induction from the actual circumstances 
to account for the social entirety beyond any particular case. This can be seen to imply 
that the case study is still suitable for investigating an actual situation occurring in the 
entity.   
 
It can be difficult to define the boundaries and scope of the case within case study 
research (Denscombe 1998; Stake 2000). If the description of the boundary is not clearly 
delineated, a case can be easily affected by other factors outside the scope of the 
research. (Benbasat, Goldstein & Mead 1987) assert that if the boundary in case study 
research is not clearly defined, the case can be easily influenced by other factors outside 
the scope of the research. Stake (2000) recommends that the researcher make a carefully 
considered decision about which factors should be included in the research and which 
factors should be disregarded. The conceptual scope for this research was presented in 
Chapter 2, such that the case study enables the researcher to understand Thai executive 
strategies, and to investigate the key factors related to e-government policy and 
implementation in the context of the organisation that is the RTG. The specific findings 
of this case study are characterised by their simplicity or their particularity.  
3.5.2 The Function of Case Study Design in this Research 
 
In this research, the use of case study methodology allowed the researcher to perform a 
deliberate selection process to select particular settings, persons or events (Patton 1990) 
and to study the relationship between humans, technologies, cultural situations and 
management (McKay & Marshall 2001), in formulating a suitable approach to research 
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in the information systems area. Further, Greenhalgh (1997) suggests that to obtain an 
in-depth understanding of the participants‘ experiences the researcher must look for the 
right stakeholders. To confirm the level of generalisability of this study for the 
government sector, the Ministry of Finance was used in this research. This exploration is 
aimed at obtaining an understanding of executives‘ perceptions about e-government 
policy and implementation methods and whether these are similar to or different from 
what was experienced at the different management levels in their specific contexts.  
 
According to Benbasat, Goldstein and Mead (1987), the single case study is used ‗before 
theory generation and after theory testing; and it is used to test the boundaries of well-
formed theory‘. It is a suitable design method for numerous situations and according to 
five rationales as shown below (Yin 2003): 
 
(1) A Critical Case – a case that tests a well-formulated theory (Yin 2003). 
(2)  A Unique Case – a case of a specific situation, injury or disorder which is rare 
(Yin 2003). 
(3) A Typical Case – a case that captures the conditions of an everyday or 
commonplace situation. It may symbolise a typical ‗project‘ among many different 
projects (Yin 2003). 
(4)  A Revelatory Case – entails situations when the researcher has a chance to 
notice and analyse a normally inaccessible phenomenon (Yin 2003). 
(5) A Longitudinal Case – studies the same single case at two or more different 
points in time. The adopting theory  indicates how certain conditions vary over time (Yin 
2003). 
In this research, the typical single case study method was considered suitable to deepen 
understanding of the e-government phenomenon under investigation and to construct the 
findings so as to be more inclined towards generalisation (Atkins & Sampson 2002; Yin 
1994). This approach helped the researcher to undertake a particular investigation of the 
e-government project in such a way as to lessen the possibility of misrepresentation and 
to enhance the methods required to gather the case study evidence. It is for this reason 
that a determination was made to investigate the e-Revenue project, which is the most 
successful e-government project and belonged to the Ministry of Finance (MOF) in 
Thailand (Soontreerutana et al. 2006). This strategy assists in developing the validity and 
generalisability of the outcomes. Yin (1994) adds that a single case study is beneficial in 
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that it can help a researcher to incorporate sub-units of analyses so that the research 
design can be developed.  
 
There were three phases used in this case study, as shown in Figure 3-1 below. 
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Figure 3-1 Outline of the Research Design 
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The first phase of the study involved: examining the research topic and research 
objectives; studying Thai e-government policy and implementation; conducting a 
literature analysis and review in the area of e-government; determining the research 
needs, questions and scope; and finally coming up with the conceptualisation of 
problems. This was carried out to enable the identification of problems and issues related 
to e-government policy and implementation in Thailand. It was also aimed at assisting 
the researcher to understand the background and concepts related to e-government and at 
clarifying the research needs in order to perform a single case study in the right 
direction. The literature analysis enabled the researcher to set up a basis for e-
government policy and implementation. It also directed the researcher to recognise the 
issues documented in the academic literature on e-government, management and 
information systems, stimulates new ideas (Neuman 2006) and clarified the research 
problems.  
 
The second phase was related to development of the theoretical framework, design of the 
interview questions, the research ethics application and approval, conducting the case 
study research into Thai e-government and carrying out the semi-structured interviews. 
The literature analysis helped the researcher to establish a basis for e-government policy 
and implementation, to develop a theoretical framework that can act as a lens to interpret 
management action and then understand and interpret how the management can achieve 
target performance for their e-government strategies and to identify the motivating 
factors effecting the achievement of the e-government project. The twelve stories 
presented in this research originated from interviews with twelve selected Thai 
government executives from three different management levels. (Mintzberg 1979) 
recommends that in certain circumstances a small sample size can generate more useful 
research outcomes than a larger sample. Walsham (1995) adds that limited numbers of 
observations do not necessarily obstruct generalisation of the outcomes. Moreover, a 
large degree of generalisation does not necessarily engender more meaningful 
generalisations. Therefore, twelve Thai executive government officers were chosen for 
this study. The researcher was aware that if new information was emerging after twelve 
candidates then the research would have continued. At twelve a very high degree of 
saturation was achieved as the interviews were detailed and the selection of candidates 
was considered appropriate.  
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Lastly, the third phase involved data analysis, data interpretation and summary and the 
drawing of conclusion from the findings. The interview data was interpreted based on 
the existing literature and research described in Chapter 2 the iterations of the 
participants‘ experiences as recorded in the interviews, and through the use of an 
interpretive lens described in Chapter 8. It also entailed validating and confirming the 
theoretical framework and e-government literatures towards finalising the conclusions 
and formulating suggestions for further reinterpretation. After all of the above phases, an 
informed model of Thai e-government processes was constructed. 
3.6 Data Collection Methods 
 
The goal of this research is to provide an understanding of the factors which influenced 
the success of e-government policy development and implementation, specficially in the 
e-Revenue project. As a qualitative approach has been accepted for this research, the 
researcher expects to elucidate numerous stories of managing and developing the e-
government project in Thailand. The researcher notes that she, as an observer, has the 
capability of telling those stories; as an investigator can interview members of different 
management level teams and as an analyst can report those stories as they are clarified 
through their telling. Thus, a single case study method was selected. 
 
The case study method allows for, and supports, various methods of data collection, in 
order to increase the rigour and reliability of the research and to present a triangulation 
among the collected data. According to Yin (1994), the major focus of case study 
research is to investigate the following subjects: ‗individual‘, ‗decision‘, ‗process‘, 
‗organisation‘, ‗neighbourhood‘, ‗program‘, ‗event‘ and ‗institution‘. These subjects 
were included in this study as it examined the decision-making strategies in three 
different management levels in running an e-government project in their organisation. 
The data was collected by using an in-depth, semi-structured interview method.   
3.6.1 Interview Method 
 
An informal, semi-structured interview style was chosen for the case study phase to 
collect data for this research. This approach is flexible in that it allows the researcher to 
raise new questions throughout the interviews (Yin 2003). Kumar (1996) adds that it is 
the most form of interviewing and requires less developed interviewing skills of the 
interviewer. The interviewer can prepare a set of questions in advance, but conduct the 
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interview in a conversational and open manner (Kvale & Brinkmann 2008). Thus, the 
interviewer can get the interviewees to talk frankly and generously, ensuring the 
interviewer obtains in-depth information on the topics discussed. (Bernard 1988) states 
that the benefit of semi-structured interviews is that the interviewer is in control of the 
process of getting information from the interviewee, and is able to pursue new clues as 
they arise during the interview process.  
 
The style of the interviews was matched with the participants‘ stories which allowed 
them to express their views at length and under no pressure. The researcher used this 
technique as the primary method for collecting data from each of the Thai government 
executives from the three different management levels. This was undertaken to facilitate 
the communication of stories about Thai e-government strategies. Open-ended questions 
were used in order to capture most accurately the meanings of the participants‘ stories—
how they deal with their jobs and how they describe or ‗make sense‘ of significant 
circumstances or situations outlined in their stories (McMillan & Schumacher 1993). 
Furthermore, the face-to-face interview technique was chosen because it is the best 
medium for allowing for a range of forms of expression, such as body language or voice 
tone, and for facilitating instantaneous feedback, thus enhancing interpretation (Daft & 
Lengel 1986). 
 
During the interview process, an audio tape recorder was used. The interview data were 
also gathered via written notes made by the researcher with the permission of each 
participant. Records were made during the interview, consisting of accounts of 
individuals‘ responsibilities in their organisation, their experiences of e-government and 
the strategies used in e-government projects. Throughout the interview phase, the 
researcher recognised her own bias, and sought to maintain an open mind in the face of 
unanticipated information that emerged during the interviews. The manner of 
interviewing altered with each interview. Boud (1993) and McDrury and Alterio (2003) 
suggest that the researcher use a ‗reflection-on-experience‘ style which implies that the 
interviewer reconsiders the administrative stories, builds connections with their previous 
experiences and develops a suitable strategy to handle similar situations in the future in 
order to identify the most accurate answers to the research questions. Further, such 
reflection allowed the researcher to analyse participants‘ stories in the context or real-life 
situations and translated this into an understanding of their e-government strategies, with 
the aim of identifying the most successful e-government strategies used.  
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The interviews were conducted in Thailand between December 2007 and February 2008, 
with follow up after that. Access to the participants was coordinated through many 
contacts in the Thailand‘s Revenue Department (RD). Official invitation letters were 
issued by the RD to assist in accessing the key people. Before each interview, the 
participants were contacted by the researcher and a formal letter, requesting their 
participation in the research, together with approval forms were sent to the participants. 
In this study, the interviewees were required to gain permission from their supervisors to 
participate. After these permissions were obtained, appointments were made to interview 
each participant at their organisation.  
 
The participants‘ names and the names of their organisations have been altered 
throughout to ensure their confidentiality. All of the interviews were carried out in 
private rooms, to avoid any interruption and to ensure privacy. Each interview lasted for 
about two hours. The interviews were recorded with the participants‘ permission. Further 
materials related to the projects, such as reports, documentation and electronic files, 
were also gathered. Within Thai culture, individual and trust relationships are 
significant. If the participants trust the interviewer, they would dare to reveal their 
opinions and problems among their interviews. Consequently, the researcher had a 
chances to gain deeper understanding about what each participant said during the 
interview period and how it would be recorded allowing the researcher to obtain more 
material. Notes were also made on the demographic data including the date, time and 
location of the interview, which would assist the researcher to transcribe the audit track. 
After the interviews, two member checks were conducted. The first member check 
involved the researcher providing each interviewee with a copy of the transcript 
immediately after it had been transcribed, allowing each participant to revise the 
transcript as they saw fit. Once the findings section had been written, the second member 
check was conducted, enabling the participants to verify the interpretations formed by 
the researcher.  
3.6.2 Characteristics of the Interview Questions 
 
The interviews allowed the researcher to explore in-depth ideas, perceptions and 
contributions of the interviewees (Minichiello et al. 1995). In this study, the interviewer 
carried out the interviews at the MOF to gather a range of executive perceptions to assist 
in explaining these personal variations and qualities. The selected e-government project 
was the e-Revenue project which has been the most successful e-government project in 
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Thailand (Soontreerutana et al. 2006). The interview questions (Appendix A), were 
formulated to reveal both the character of the Thai management and the cultural 
environment in this government organisation.  
 
The open-ended questions employed in this study were aimed at capturing each subject‘s 
experience (Seidman 1991). These questions, derived from a review of the literature in 
the field, provided a fundamental framework for investigating the e-government 
phenomenon and associated attitudes, yet given the varied nature of the surrounding 
circumstances an openness to progress ahead of and beyond the essential set of questions 
was necessary. Culture can influence the individual experiences framed within the 
stories they inform (Keats 1993). It is useful when a participant communicates that 
individual attitudes, opinions and values as these may lead to statements that are 
significant pieces of information for the research.  
 
In this study, the critical objective of the interviews was to examine the perceptions, 
plans, achievements and obstacles encountered in the e-government project from the 
point of view of government executives. It was also to review the current progress of the 
e-government project and to design future initiatives for Thai e-government. The 
interviews were separated into six parts: the driving forces for creating e-government 
policy in Thailand; the motivation for development of the e-Revenue project; the 
advantages to the Thai people and the government of the e-Revenue project; the barriers 
to the success of the e-Revenue project; the future trends or direction of the e-Revenue 
project; and the response of Thai citizens to the e-Revenue project. However, most 
interviews were focused on exploring the key issues impacted on the success of e-
government policy development and implementation. Minor changes were made to some 
questions, in particular to gain more information or to focus on a specific incident.  
 
Further, the interviews concentrated on the rational for supporting and driving the 
achievement of the e-Revenue project in Thailand. The interviews were conducted with 
key officials from the particular government organisation in order to identify the plans, 
progress and obstacles faced during the development of e-government in general in 
Thailand and about the e-Revenue project in particular from the decision makers‘ 
perspective. The interview questions are posed as being based on eight key success 
factors from previous e-government studies (as displayed in Table 2-3, pp. 55 and Table 
2-4, pp. 59) to assist the researcher to understand and verify the key factors that 
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impacted on the successful e-government project implementation in the interviewees‘ 
work environment. Also, the interview questions were developed for the purpose of 
collecting significant information concerning the administrative perceptions of the 
benefits, obstacles, assertions, concerns and issues related to the e-Revenue project. 
3.6.3 Determining the Sample of Data Collection Locations 
 
In this study, Thailand was selected as a case study because research into e-government 
management in developing countries such as Thailand is very uncommon and such 
countries limited human resources and budgets to allocate to ensure the successful 
planning and implementation of e-government projects. This study was also chosen as 
the researcher is Thai and has access to civil officials in getting contacts for research 
subject in the particular project. In determining the sample of data collection locations 
for this study, a number of key factors were considered. It was essential to investigate 
the research questions in the context of a Thai government organisation by gaining 
access to a number of sites that could generate findings. The case study could then be 
simplified and analysed specifically in the Thai context.  
 
In Thailand, e-government is one of the new approaches to government administration 
adopted by the recent RTG. It is for this reason that every government agency is now 
proceeding to modernise their workplaces by using ICT (Information Communication 
Technology) to supply more e-services to the public and private sectors. The MOF is one 
of the more effective Thai government organisations. The MOF consists of 10 
departments and 14 state enterprises (www2.mof.go.th). There are 32,213 government 
officers in the organisation. The Revenue Department (RD) is a large government 
organisation which is controlled by the MOF, with nearly 23,000 officers in 956 
agencies across Thailand (Sirisaengtaksin 2006). In 2003, the Revenue Department (RD) 
received the Prime Minister‘s award for the ‗Best IT Executive‘, ‗Best Use of IT in 
Organisational Management‘ and ‗Best Online Service to the Public‘ (Sirisaengtaksin 
2006). In October 2003, it also received the ‗e-Asia Award‘ in the category of e-business 
to the public (Asia Pacific Council for Trade Facilitation and Electronic Business, 
AFACT)) in Chinese Taipei and in 2005 it received ‗Truehit‘s Award for the Best 
Government Web Service‘ (www.rd.go.th). These factors assisted in selecting the MOF 
for the case study.  
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The MOF oversees many government agencies among which there are both similarities 
and differences in terms of the management of e-government policy and implementation, 
which are adjusted to fit the needs of agency.  In Thailand, the MOF undertakes 
extensive efforts to update its organisation by using ICT as the key tool for bringing 
about the transformation of its tax administration systems and processes, impelling the 
organisation towards enhanced levels of efficiency, precision and service.  In summary 
the e-Revenue project symbolises by the RTG‘s technology innovation to drive 
modernisation across the whole organisation through the utilisation of IT and therefore 
was a suitable choice to study.  
3.6.4 Determining the Sample of Interviewees 
 
The sample for this study was chosen because the researcher believed that the experience 
of the interviewees is crucial, and that in this way the research could gather plentiful data 
on the effective management strategies and motivating factors which lead to successful 
e-government within the RTG (Creswell 2003; Neuman 2006). The interviewees in this 
research were from three different management levels: senior, middle and operational 
management. Management level employees were selected on the basis of the findings of 
prior studies: that only certain individuals can know what is happening inside the black 
box of e-government (Morcol 2006) and understanding the managerial and institutional 
nature of e-government can provide the key to recognising the transformative potential 
of ICT to enhance public service performance (Rubino-Hallman & Hanna 2007).  
 
Moreover, Leitner (2006) adds, the perceptions of management might be different 
throughout the organisation. Individually these people are able to present their insights 
and perspectives on the top-down methods. These methods were used to manage e-
government projects according to the unique and distinct techniques employed at 
different management levels. These individuals were thus able to offer perspectives on e-
government. For example, the operational management level might offer some hints or 
insights as to the actual e-government processes to the senior and middle management 
levels which might not have considered previously. On the other hand, the bottom-up 
management level can also further enrich management knowledge and strategies which 
can be adjusted and used in their functioning. This multi layered approach had not 
previously been used in e-government research. 
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In this study, the Revenue Department which was directly involved in the e-Revenue 
project was investigated. The interviews explored the nature of Thai institutions, and the 
behaviours and actions of Thai civil servants. To better understand the stages of 
development of the e-Revenue project, information regarding infrastructure, strategies, 
plans and current applications was needed. Therefore, all interviewees were selected 
specifically based on their experience and ability to make decisions. These people were 
chosen for their experience with IT, their ability to make decisions involving changes in 
their workplace, and the number of years spent working on the e-Revenue project. There 
were four senior executives, four middle directors and four operational supervisors from 
different management levels related to e-Revenue policy development and 
implementation.  
 
The interviewees‘ profiles are illustrated in Table 4.2 below. The majority of 
interviewees were female (58%), which reflects the gender representation across the 
Royal Thai Government (RTG). There were four senior (33.33 %), four middle (33.33 
%) and four operational (33.33%) management level staff. The data revealed that all 
interviewees rely on computers in order to complete their day-to-day jobs and functions. 
Information Technology (IT) is considered to be the main tool for undertaking the 
government agencies‘ official business, including organising their work processes and 
fulfilling their responsibilities. Table 3-1 displays the interviewees‘ profiles in this study.  
 
Table 3-1 Interviewee‘s Profiles 
 
 
No. of 
Interviewees 
Interviewee’s 
Name 
Position Level Department in the 
Ministry of Finance 
Management 
Level 
1 Khun Sup Chief Executive Officer (CEO) Revenue Department Senior 
2 Khun Meang Chief Information Officer (CIO) Revenue Department Senior  
3 Khun Ri Chief Operation Officer (COO) Revenue Department Senior 
4 Khun Koh Chief Technology Officer (CTO) Revenue Department Senior  
5 Khun Mart Database Manager  Revenue Department Middle 
6 Khun Wat IT Operation Manager Revenue Department Middle 
7 Khun Toom IT Manager Revenue Department Middle 
8 Khun Tean IT Security Manager Revenue Department Middle 
9 Khun Na IT Training Supervisor Revenue Department Supervisory 
10 Khun Jit IT Network Supervisor Revenue Department Supervisory 
11 Khun Korn IT Application Supervisor Revenue Department Supervisory 
12 Khun Nart Database Supervisor Revenue Department Supervisory 
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3.7 Data Analysis  
 
This research is an exploratory study which can be recognized in the way of 
administrative perceptions and effective approaches (Robson 2002). Patton (2002) 
recommends that the understandings, themes, insights and patterns that arise from the 
fieldwork and subsequent analysis are the products of qualitative investigation. In so far 
as e-government projects and their implementation are influenced by their institutional 
and social settings (DeSanctis & Poole 1994; Orlikowski & Robey 1991), a complicated 
network of social, technical and organisational elements impact on the successful 
implementation of e-Revenue in Thailand. In this study, the interviews were conducted 
in Thai and then transcribed. The Thai language data from the interviews were then 
translated from Thai into English by the researcher. The translation method was not 
completed verbatim as the meanings of the original might be lost. Thus, the translation 
attempted to conserve the meaning that was conveyed in Thai and the researcher aimed 
to find the best-fit translation in English. During the translation, the researcher was 
particularly careful and repeated the process several times in order to ensure the 
accurateness of transcriptions. Each transcription was checked by another Thai language 
speaker. Finally, a narrative form of telling the stories of e-government policy 
development and implementation and the key factors which lead to the effective and the 
successful implementation of the e-government project in Thailand was utilised.    
 
To analyse the qualitative data, the interview transcripts were analysed in both Thai and 
English in order to accurately identify the issues which arose until the researcher was 
satisfied that no issues that appeared during the interviews were omitted. Marshall and 
Rossman (1989) explain that this style of analysis allows the researcher to produce a 
diversity of categories which can be carefully matched with the information obtained 
from the interviews. It thus allows the researcher to look for and confirm themes arising 
in the transcripts. Further, in this research each transcript which was coded and cross-
referenced to the factors can be identified through the construction of the research 
framework. The researcher read the entire transcript of each interview prior to analysing 
the answers provided by the interviewees for each question. Further, a crucial step was 
coding the data into meaningful categories which enabled the identification and 
explanation of themes, concepts and patterns, and then organised them into expressive 
categories that described these themes, concepts and patterns within the layout of 
meaning context (Creswell 2003; Miles & Huberman 1994; Silverman 2006).  
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This research used an iterative analytical technique of taking the literature review and 
applying it to the data collection method. Judgments were made on the data with 
reference to the literature review to verify the author‘s personal judgments—a technique 
known as ‗hermeneutics‘. According to Lee (1994), hermeneutics is defined as the 
examination of text to draw interpretations and meanings from that text. The objective is 
to create an animating, suggestive description of human behaviours, experiences, actions 
and intentions in the real world (Manen 1990; McAuley 2004). The hermeneutic 
framework facilitates understanding of a transcript as an entire story and interpretation 
that is directed by anticipated explanations (Klein & Myers 1999). The transcript is 
clarified on the basis of iterations of the researcher‘s individual experiences and existing 
literature reviews. These interpretations are then used to make judgments about 
transcripts, creating additional reiterations and interpretations of those transcripts until 
the theoretical suggestions are reinterpreted or conclusions reformulated. The 
hermeneutic cycle used in this study is shown in Figure 3-2 below.  
 
Figure 3-2 The Hermeneutic Cycle  
 
 
Source: Thanasankit (1999) 
 
Hermeneutics is the study of the meaning of written texts. The hermeneutic cycle assists 
the researcher in understanding the text as a whole and with the interpretation of its 
parts, where the narrative is directed by predictable descriptions (Gadamer 1976; Klein 
& Myers 1999). The transcript needs to be categorised to generate a range of categories 
that fit with the data revealed in the interviews (Marshall & Rossman 1989). The 
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hermeneutic cycle is then reiterated until all evident themes emerge from each 
transcription (Creswell 1994). Boland (1985) argues that people face the social world as 
a hermeneutic world and a phenomenological world (Walsham 1995) as they encounter 
different kinds of texts which already have a meaning or whose meaning is in the 
process of being created. Thus, understanding of e-government policy development and 
implementation can be gained by employing an interpretive research method, to discover 
the meaning of the interview transcripts and to uncover the effects of the administrative 
methods on the implementation of e-government.  
 
The narratives that comprise the participants‘ stories of e-government implementation 
and its significant motivating factors are presented in Chapters 5, 6 and 7. These 
narratives constitute a sequential progression and pattern of occurrences which allowed 
the researcher to access the chronological factor of the nature of human experience 
(Kvale 1996). The phenomenological and hermeneutic research methods are suitable 
approaches to the study of information systems (Boland 1985; Boland & Day 1989; 
Boland 1991) in so far as researchers can investigate and gain an understanding of the 
following: improvements in the effectiveness and efficiency of e-government policies; e-
government accomplishments; e-government methods; the management of e-
government; e-government failures; obstacles to e-government; the impacts of e-
government from the official side; and the information technology used in government 
organisations.  
 
In summary, the role of the researcher in this study was to efficiently obtain information 
communicated by the three management levels and to analyse and summarise this 
information. The researcher analysed the interview transcripts so as to interpret and 
translate the data into consequential and expressive outcomes. The adoption of an 
interpretive and hermeneutic research method using a case study possesses as much 
validation power and rigour as other research approaches commonly applied in the 
information systems field. The research approach used in this study of Thai e-
government administrative strategies and methods was focused on a series of validations 
and techniques that were recommended as constructive in the e-government literature. 
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3.8 Research Validity and Reliability 
 
 
In qualitative research, a significant consideration concerns the need for high worth data 
(Neuman 2003). Yin (2003) suggests the adoption of trials to establish the quality of 
case study research, which incorporate the concept of validity, internal validity, external 
validity and reliability. In relation to this study, the perceptions and strategies of 
different management levels contributed to the validity of the data in that there were a 
number of different methods for interpreting e-government policy and implementation in 
the Thai Ministry of Finance based on a range of perspectives (McKay & Marshall 
2001), and the formation of evident sequences of themes. Occasionally, the researcher 
was not able to eliminate individual biases when gathering the data, but the descriptions 
of interviewees‘ views allowed the researcher to be immersed in the study to obtain a 
realistic picture of management experiences in this government organisation.  
3.8.1 Research Validity 
 
Klein and Myers (1999) claim that interpretive research is currently accepted as valid 
within the field of information systems research. The validity of qualitative studies is 
grounded in the credibility of explanation and the rigour of depictions (Boje 2000). 
Further, Patton (2002) states that the credibility of qualitative methods is based to a large 
degree on the skills, experiences and rigour of the researcher leading the fieldwork. In 
case study research, there are two main types of validity: internal validity and external 
validity. According to Leedy (1997), internal validity ensures that the study is free from 
any biases in the form of inferences and conclusions, while external validity determines 
universal conclusions that can be assumed in reference to the selected sample under 
investigation. Important steps and procedures have been adopted to ensure this research 
remains free from any bias, either externally when choosing participants and 
organisations or internally when analysing the data. 
 
Internal validity is only applicable to studies that attempt to establish a fundamental 
relationship among the organisations members (Trochim 2000). Perhaps it is the primary 
consideration for researchers who must consider the effects of social programs or 
interventions (Trochim 2000). Thus internal validity for this study concerns only the 
assurance of detail and of some sense of reality in the answers of the participants through 
checking of consistency across interviewees. The data collection processes in this 
research entailed semi-structured interviews conducted with employees from three 
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management levels at the RD. The researcher sought to familiarise herself with these 
management people and to talk with them about matters about which they are 
comfortable—for instance, discussing earlier e-government projects and specific 
experiences. Moreover, the interviews were conducted in an environment that was 
familiar to the people being interviewed e.g. their offices. This approach ensured the 
interviewees felt relaxed and thus facilitated open discussion of their functions, their 
perceptions and their experiences with e-government. 
 
External validity examines the degree to which results are believable and can be 
generalised to other sites that are similar to the one in which the study was undertaken 
(Trochim 2000). Under the qualitative research paradigm, external validity is often 
interchanged with the concept of transferability (Lincoln & Guba 1986). Transferability 
refers to the capacity for research findings to be transferred to other circumstances which 
have related parameters, characteristics and populations (Lincoln & Guba 1986). 
Consequently, external validity relates to the scrutinised sample and whether the scope 
of summaries can be generalised above and beyond this sample. These conditions were 
achieved after systematic analysis of potential executive levels in the e-government 
project. Considering the diverse nature of Thai society and culture it was decided to 
select only executive employees with a certain level of IT education and/or e-
government experience as they were more likely to be working towards the successful 
completion of the e-government project. Therefore, the scope of conclusions is aimed 
particularly at guiding other policy-makers and e-government projects in the future. 
However, it is also noteworthy that the study‘s external validity may not be generalisable 
for all possible future projects or situations faced by other policy-makers depending on 
their specific conditions. 
3.8.2 Research Reliability 
 
Silverman (2001) states that it is vital that all interview participants understand the 
questions in the same way and that answers can be coded without the possibility of 
uncertainty. Interview-based studies must also fit the criterion of using low-inference 
descriptors. The low-inference descriptors can be used within the following methods 
(Silverman 2001): 
 
 Tape-recording all face-to-face interviews;  
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 Carefully transcribing these tapes according to the requirements of reliable 
analysis; and  
 Presenting long extracts of data in the researcher‘s report including the questions 
that bring about any answers. 
 
In this research all three methods were used. 
 
Creswell (2003) discusses the limitations of reliability engendered when the researcher 
investigates multi-site cases, with the aim of examining whether having the same events, 
outlines or thematic constructs in different settings produces the same results. As (Yin 
1994) strongly argues and recommends, the processes of a qualitative study can be 
replicated in other settings in order to facilitate more in-depth reporting for the data 
collection. However, reliability issues are concerned with whether the results found by 
the researcher are either internally or externally consistent (Neuman 2003). If the given 
data constitute a reasonable description of the phenomenon under study, excluding 
human deception and ensuring that the interviewees‘ story represents a consistent 
depiction. 
 
During the process of interviewing the twelve executive government officers of the 
selection and implementation team, the reliability of the research was concerned with 
diminishing errors and reducing the effects of researcher bias. A set of methods was 
developed and designed to be accessible to future researchers interested in studying the 
same e-government field or topic, to make their own contribution or to verify the 
outcomes of this research. On the basis of the data analysis, the researcher believes that a 
true story was provided by all executive government officers, as they all communicated 
stories of the e-government policy development and implementation process. When the 
last executive government officer was interviewed, the researcher was able to verify the 
accuracy of his/her story, because of its consistency with the stories of the other 
executive government officers interviewed. 
 
Neuman (2003) explains that external consistency is related to the ability to cross-check 
observations and stories provided by the participants interviewed with other, different 
sources of data. In this regard, the researcher referred to a range of other government 
documents, to e-government literature reviews, journals and textbooks, as a method to 
complement and/or confirm information provided by the participant interviews as well 
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as draw comparisons with the body of knowledge drawn from the literature. In other 
words, this research amplified the triangulation, making sure that the information 
provided by the participants was correct and diminishing the potential for errors.  
3.9 Conclusion 
 
This research process is informed by the literature review presented in Chapter 2 on the 
issues affecting e-government policy development and implementation, and a research 
methodology relating to interpretive suppositions was selected as a suitable method to 
obtain further insight into the motivating factors and efficient executive strategies which 
impact on e-government projects. This chapter has outlined and discussed the research 
design and methodologies used. A qualitative study is adopted using in-depth interviews 
to collect the data which originated from Thai executive government officers‘ stories of 
their experiences, perceptions, knowledge and feelings.  
 
A case study approach was adopted in this research. This approach permited the 
researcher to gain inside information from three management levels of government 
officers in the RTG organisation, from information drawn from their organisational data 
and from document collections from numerous sources such as electronic documents, 
textbooks and journals, with the purpose of enhancing the level of credibility of the data 
collected in this research. The next chapter will present an overview of e-government in 
Thailand and set the context of the research. 
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CHAPTER 4 E-GOVERNMENT IN THAILAND 
 
4.1 Introduction 
  
This chapter describes the Royal Thai Government‘s (RTG) e-government initiatives in 
operation since 2001. It discusses how the RTG has been attempting to develop these 
initiatives through the transformation of institutional structures, management planning 
and national policy in order to better prepare and motivate the government departments 
responsible for implementation of the project. The chapter consists of four sections. The 
first section presents Thailand‘s institutional framework for Information Communication 
Technology (ICT). The second section describes national ICT policies and 
implementation related to the RTG promotion of e-government. The third section 
presents an overview of e-government initiatives in Thailand. Finally, the last section 
outlines the ‗e-Revenue‘ project developed by the Ministry of Finance (MOF) and the 
Revenue Department (RD) used in this research as the single case study. This project is 
considered to be the most successful example of e-government implementation in 
Thailand (Rotchanakitumnuai 2007, 2008). 
4.2 Thailand’s Institutional Framework for ICT 
 
The initial stages of computerisation in Thailand‘s public sector began in 1963, when 
two mainframe computer systems were first installed at the National Statistics Office 
for the purpose of processing census data (Sirivedhin, Lorchirachoonkul & Satayarakvit 
1987). With the centralised information processing system at a developing stage, this 
system was soon unable to efficiently meet the increasing demands of public agencies. 
Thus, many of Thailand‘s public agencies established their own computer centres at the 
department or ministry level in order to process their own data instead of sending it to 
the National Statistics Office. Because the work of organisations at the ministerial level 
both directly and indirectly had an effect on the development of ICT (Intarakumnerd & 
Pooparadai 2006), in 1992 the RTG set up a high-level IT policy-making body, the 
National Information Technology Committee (NITC). to manage policy and planning 
around ICT development and its utilisation for social and economic development 
(Intarakumnerd & Pooparadai 2006; Lorsuwannarat 2006). The Prime Minister of 
Thailand was the chairman of the NITC, which included a number of committees. For 
example, the permanent secretaries and other high-level officials from both the public 
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and private sectors were members of these committees to manage initiatives and policy 
in specific fields of ICT (Yong 2005; Intarakumnerd & Pooparadai 2006). The structure 
of the NITC is represented in Figure 4-1 below. These committees were also supported 
by the National Electronics and Computer Technology Center (NECTEC) (Keretho & 
Limstit 2002); Intarakumnerd & Pooparadai 2006). Following the enactment of the 
Science and Technology Development Act of 1991, the NECTEC was transformed into a 
specialised national centre under the National Science and Technology Development 
Agency (NSTGDA) on December 30, 1991, operating within the Ministry Of Science 
and Technology (MOST) (Thuvasethakul & Koanantakool 2002).  
 
Figure 4-1 Policy body of national ICT development in Thailand 
 
 
 
 
 
 
 
Source: Thuvasethakul and Koanantakool (2002) 
 
According to Intarakumnerd and Pooparadai (2006), the Ministry of Information and 
Communications Technology (MICT) was formed as part of the reform of government 
departments in October 2002. It was responsible for the formulation of ICT policies and 
planning, promotion and development, as well as the implementation of national ICT 
projects in Thailand (Yong 2005). However, the MoST was still significant in terms of 
technology development, especially through the research and improvement agendas. If 
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the MICT lacked knowledge or expertise in relation to the new technology, it would ask 
the MoST for advice or assistance.  
 
According to the report ‗Information Technology Policy Framework 2001-2010’ by the 
National Information Technology Committee Secretariat (NITCS) in 2003, to 
successfully achieve the RTG e-government initiatives, it was imperative to create a 
national IT development plan. Given the limited national budget allocated to IT 
development, Thailand had to find suitable yet affordable methods that could yield the 
greatest benefit in developing its national ICT policy (NITCS 2003). In this regard, the 
vital importance of Thailand‘s national ICT policies and implementation for e-
government is discussed in the next section. 
4.3 National ICT Policies and Implementation 
 
This section brings together the national ICT policies and implementation of the RTG‘s 
e-government initiatives in Thailand. These are divided according to three main policies: 
the IT 2000 policy, the IT 2010 policy and the National ICT master plan. 
4.3.1 The ‘IT 2000’ Policy 
 
Because of Thailand‘s lack of IT readiness, the RTG initially established National 
Electronics and Computer Technology Centre (NECTEC) in 1986 with the primary 
mission of offering access to technology to all Thai citizens and improving public 
services (Mirchandani, Johnson Jr & Joshi 2008). In February 1996, the first national 
IT policy, called IT 2000, was officially announced and developed by the NITC to 
provide a framework and guidelines for the RTG‘s IT policies and initiatives, as a 
short-term policy for the period 1997–2001 (Mirchandani, Johnson Jr & Joshi 2008; 
Thuvasethakul & Koanantakool 2002; Yong 2005). This policy enabled realisation of a 
forward vision for Thailand to properly exploit IT to achieve economic prosperity and 
social equity (Thuvasethakul & Koanantakool 2002). This IT 2000 policy aimed to 
build a national IT network, incorporating the so-called Government Information 
Network (GInet) and Government IT Services (GITS), in order to facilitate intra- and 
inter-communication, and information exchange, among RTG agencies (Thuvasethakul 
& Koanantakool 2002). Moreover, it aimed to pursue three main development agendas 
as shown in Figure 4-2 (Thuvasethakul & Koanantakool 2002).  Significantly, these 
three main development areas became the main objectives of IT 2000, the first national 
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IT plan, to prepare the basic national IT infrastructure, to improve the readiness and 
other necessary IT publicity for all Thai citizens. Their details are displayed as below 
(Thuvasethakul & Koanantakool 2002; Yong 2005); 
 
1. Building an equitable national IT infrastructure 
 
To contribute citizen an equal opportunity to benefit from the public internet, the RTG 
intends to provide the terminals of the public internet to all citizens for surfing web 
sites, especially those in sub-urban and rural areas (Keretho & Limstit 2002). 
 
2. Investing in IT-capable human resource development 
 
There are several projects which address human resource development; such as, IT-for-
Education field trials in Mae Hongsorn and Phuket provinces
5
, the secondary school 
resource centre project
6
 and the lighthouse project
7
 (Koanantakool 2000). The software 
industry of Thailand is also being developed through a series of measures which will 
enhance the IT-capable levels of human resource development (Koanantakool 2000). 
 
3. Achieving good governance via the use of IT rendering public services and 
government administration.  
 
It focuses on good governance, which becomes the most crucial factor essentially for 
the sustainable development of Thailand, through less corruption and better services to 
the citizens as a result of the establishment of the National Counter Corruption 
Commission (NCCC) (Koanantakool 2000). There are also several on-going IT and 
non-IT activities relevant to this issue; for instance, the Government Information 
Technology Service (GITS) and Chief Information Officer (CIO) programs. The CIO 
                                                 
5
 IT-for-Education field trials in Mae Hongsorn and Phuket provinces were provided by the Royal Thai 
Government (RTG) to offer a free low cost internet for schools and universities in two provinces 
(Koanantakool 2000). If these trails were successful, the Royal Thai Government would boost other 
schools in other provinces to improve their education technology with the internet (Koanantakool 2000). 
 
6
  In October 1999, The Royal Thai Government approved a massive expansion of SchoolNet project to 
cover 5,000 schools (Koanantakool 2000). All secondary schools (grade 6 to 12) would be obtaining free 
internet access and controlled by the NECTEC (Koanantakool 2000).   
 
7
 The Royal Thai Government developed the lighthouse project in order to underline real possibility for 
great learning environments in Thailand, especially in settings where traditional education has not 
succeeded (Cavallo 2000). It had to build a new national education plan and break mindsets by creating 
technologically rich learning settings that would demonstrate the out-of-the-box possibilities for children 
in Thailand (Cavallo 2000). 
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was established with two initial main tasks, including the completion of the ICT master 
plan and the solution of Y2K problems in their agencies (Koanantakool 2000).   
 
Figure 4-2 The First National IT Policy in Thailand (IT 2000) 
 
 
Source: Thuvasethakul and  Koanantakool (2002) 
 
Based on the framework and recommendations proposed in IT 2000, several 
development projects were undertaken, and achieved their goals, while many other 
projects fell short of achieving their targets (Yong 2005). This was primarily due to the 
fact that the economic recession and financial crisis of 1997 caused a decline in 
government investment in many e-government projects (Thuvasethakul & 
Koanantakool 2002). Nevertheless, through such policy implementation, each RTG 
agency was able to develop its own master plan to correspond with the direction set 
forth in the IT 2000 policy (Thuvasethakul & Koanantakool 2002).  
 
According to Thuvasethakul and Koanantakool (2002), the four major e-government 
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2. School Net Thailand, a national school information program to empower 
all schools in Thailand to access a large pool of information resources 
via the internet; 
3. Government Information Network (GINet), the RTG‘s backbone 
network to facilitate intra- and inter- communication and information 
exchange among government agencies; and 
4. The development of legal infrastructure through the introduction of new 
laws to support the application of the ICT framework. 
 
Furthermore, there are still many challenges awaiting Thailand in the process of 
developing ICT for its economy and society (NITCS 2003). As the National ICT plan 
for Sustainable Economy, the IT 2000 have given the development of IT infrastructure 
and IT application as a tool in the creation of readiness and strength for the RTG 
(NTTCS 2003). By the turn of millennium or the first decade of the 21
st
 century, Thai 
policy makers would realise the next phase of the National ICT policy to further 
develop ICT in Thailand (Yong 2005).  
4.3.2 The IT 2010 Policy 
 
Since IT 2000 provided the framework and guidelines for the development of ICT 
policies and initiatives during the previous five years, the Thai economy and society had 
evolved significantly, particularly in response to the financial crisis of 1997 (NECTEC 
2002). The changes that occurred in the international arena, such as globalisation and 
the creation of new non-tariff barriers, also impacted on Thailand (Thuvasethakul & 
Koanantakool 2002). Even though the principle of the IT 2000 policy prevailed to a 
certain extent, the NITC realised that there was a need for ICT policy development in 
Thailand to move forward (NECTEC 2002). As a result, the NITC secretariat 
cooperated with the Policy Innovation Center at King Mongkut University of 
Technology, Thonburi, to conduct research in order to develop a 10-year national ICT 
policy for the period 2001–2010 (Thuvasethakul & Koanantakool 2002).  
 
Analysis of the achievements of IT 2000 had provided some valuable insights. The RTG 
policy-makers realised that there was a need to work on the next phase of the national 
ICT plan and associated policy to further IT development in Thailand (Yong 2005). 
Using a holistic approach in developing a new IT policy, several research projects were 
started to assess the impact of the IT 2000 policy on Thailand‘ s economic and social 
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systems, aiming to review IT utilisation across both the private and public sectors and to 
study national IT policy development in other countries (Yong 2005). Moreover, the 
policy-makers had to develop the new IT policy to align with the national development 
agenda specified in the Ninth National Economic and Social Development Plan. This 
second phase of national IT policy for the years 2001–2010, known as IT 2010, was 
proposed by NECTEC and approved by Cabinet in 2002 (NITCS 2003). Thus, the 
second incarnation of the national ICT policy commenced on March 19, 2002 when 
Cabinet approved and endorsed IT 2010 as the policy framework for ICT development 
in Thailand (Thuvasethakul & Koanantakool 2002).  
 
This new policy set key development objectives to move Thailand towards becoming a 
‗Knowledge-Based Economy‘ (KBE) (Thuvasethakul & Koanantakool 2002). As a 
blueprint for the country, the IT 2010 policy aimed at sustainable economic growth, 
international competitiveness and increasing standards of living with a minimal income 
contribution gap (Intarakumnerd & Pooparadai 2006). This national IT policy consisted 
of three key components: 
 
1. building knowledge-based human capital,  
2. promoting innovation in economic and social systems, and  
3. strengthening information infrastructure and industry, as shown in Figure 4-3 
(NITCS 2003; Thuvasethakul & Koanantakool 2002). 
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                        Figure 4-3 IT 2010 towards the knowledge based economy  
  
 
                         Source: Thuvasethakul and Koanantakool (2002) 
 
The objective under IT 2010 was to enable citizens to access government services at any 
time (24/7), from anywhere. This e-government project implementation notably aligns 
with the broader strategy of ‗think big, start small, and scale fast‘, to ensure that all e-
government projects in the RTG will achieve the majority of e-government 
development goals (Krootkaew 2004). The first goal of the IT 2010 policy was to focus 
on enhancing capacity for the use of technology for national development with the aim 
of creating a Knowledge-Based Society (KBS). The second goal was to develop a 
quantum of ‗professional workers‘ using knowledge-based criteria, which classified 
skilled workers mainly by occupation. According to NECTEC (2003), statistics 
gathered in 2001 showed that these knowledge workers accounted for 12% of the total 
workforce in Thailand. 
 
There was a stated need in the policy to create a pool of potential leaders in Thailand, 
and to increase their numbers to 30% of the total workforce as part of the IT 2010 
policy. The final goal was determined based on the volume of economic activity in 
knowledge-based industries, including high-technology industries, medium- to high-
technology industries and services to the community industries (NECTEC 2003). 
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Organisation for Economic Cooperation and Development (OECD) in 2003, in most 
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Therefore, the third goal of IT 2010 was to bring knowledge-based industries up to 50% 
of GDP (NECTEC 2003) (see Figure 4-4). 
 
Figure 4-4 Thailand‘s Information Technology Policy Framework 2001–2010 
 
               
 
 
Source: (http://www.etcommission.go.th/documents/it2010_publish_version_en.pdf) 
 
To achieve these goals, the development strategies of the IT 2010 Policy were divided 
into five main ‗flagships‘: e-government, e-education, e-commerce, e-society, and e-
industry, as shown in Figure 4-5 (NITCS 2003; Young 2005; MICT 2009).  
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Figure 4-5 IT 2010 Dimensions 
 
 
Source: Thuvasethakul and Koanantakool (2002) 
 
The RTG established the IT infrastructure under the Government Information Network 
(GIN) project by setting up a national network of information exchange across RTG 
departments, maintaining the same standards and formats for such information. The aim 
of this initiative was to enable the RTG to effectively provide a ‗one-stop service‘ to the 
public in particular (MICT 2009). According to Intarakumnerd and Pooparadai (2006), 
the five flagships of the IT 2010 policy were: 
 
 e-Society to focus on ICT usage that improved the quality of life, 
enhanced KBS development and reduced the digital divide; 
 e-Education to develop and strengthen human capital at all levels with 
the aim of moving Thailand closer to becoming a KBS. This included 
issues of life-long learning, computer literacy, human resource 
development and virtual education; 
 e-Government to utilise ICT within the public sector, including central, 
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 e-Commerce to strive to leverage Thai industries‘ competitiveness. The 
main development areas of e-commerce were: export, trade and services 
provision, as well as domestic consumption; 
 e-Industry to promote the utilisation and development of ICT within the 
private sector, focusing on e-manufacturing and IT-related industries. 
 
All flagships operate upon the strong base of the ICT infrastructure and industry 
(Winley, Arjpru & Wongwuttiwat 2007). In order to successfully implement a 
development program under the IT 2010 policy, there were numerous conditions and 
variables that must be taken into account (Thuvasethakul & Koanantakool 2002).  
 
The IT 2010 policy imposed five necessary conditions for development:  
 
 Giving priority to the creation of useful information, content and 
knowledge; 
 Developing human capacity on a continual basis; 
 Closing the digital divide; 
 Creating a clear-cut leadership mechanism in national ICT development; 
and 
 Linking the policy with the agendas of the national IT committee 
(Krootkaew 2004). 
 
One important NITC-authorised work program was the development of e-government 
projects based on the five flagships under the IT 2010 policy. More significantly, the 
NITC was officially assigned to ensure that projects conformed to these conditions, in 
order to improve the effectiveness and efficiency of government administration and 
public services (Krootkaew 2004). The development of each sector, as shown in Figure 
4-6, must be synchronised and harmonised with that of all other sectors to ensure the 
adequate progress of Thailand‘s economy and society compared to other countries 
(Thuvasethakul & Koanantakool 2002). Moreover, the development schemes within 
each sector must not only be hinged to national ICT strategies that were essential to 
KBS and KBE, but must also comply with the three principles of the IT 2010 policy 
(Thuvasethakul & Koanantakool 2002). 
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                               Figure 4-6 ICT Development Program 
 
 
      
   
 
 
 
 
 
 
 
 
 
 
 
Source: Thuvasethakul and Koanantakool (2002) 
 
Even though the key objective of IT 2010 was to use ICT to transform Thailand into a 
knowledge-based society, the focus was not on technological development alone 
(Thuvasethakul & Koanantakool 2002). The focus was on the appropriate use of ICT to 
drive the balance between economic and social progress in the context of a self-
sufficient economy in accordance with the Ninth National Economic and Social 
Development Plan, as shown in Figure 4-7 (Krootkaew 2004). The science and 
technology development strategy of the ninth national plan also recognised the need to 
upgrade the development and application of ICT in order to provide key IT 
infrastructure to adequately disseminate knowledge and information throughout Thai 
society (Intarakumnerd & Pooparadai 2006). Figure 4-7 presents the timeline for 
national ICT development and the national ICT master plan.  
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Figure 4-7 Timeline for IT 2010 
 
 
Source: Thuvasethakul and Koanantakool (2002) 
 
More recently, the MICT has announced plans to launch an e-government road map, as 
a framework for e-government development for the next five years from 2010 to 2014 
(The Nation 2009). This e-government road map consists principally of four stages: 
Connected Government (c-Government), Mobile and Multi-Channel Government (m-
Government), Ubiquitous Government (u-Government), and Transformed Government 
(t-Government), which were to commence in 2010, 2011 and 2012, respectively (The 
Nation 2009).  
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3. The third stage—u-Government—aimed to provide e-government services to 
the public around the clock (24/7) via various channels, such as websites, 
mobile devices and other future devices interchanged e-service among RTG 
agencies would be fully completed; 
4. The fourth stage—t-Government—aimed to complete transformation of e-
government services, providing 24/7 delivery through a variety of channels, 
along with all interchanged e-services among RTG departments in particular 
(The Nation 2009).   
 
The estimated budget required to fully deploy this new e-government road map was 
approximately Baht 200 million (The Nation 2009). Hence, the concept and content of 
the IT 2010 policy framework were aligned and integrated with the Ninth and Tenth 
National Social and Economic Development Plans, covering the National ICT Master 
Plans 2002–2006 and 2009–2013, respectively (Thuvasethakul & Koanantakool 2002). 
The following section will explain the National ICT Master Plan in more detail. 
4.3.3 National ICT Master Plan  
 
Understanding the IT 2010 Plan and the National ICT Master Plan was important for 
this research as it was in the development period for these plans that the research was 
undertaken. Since the vision of the IT 2010 policy was long range - to cover 10 years - 
the emergence of short-term policy was essential in the National ICT Master Plan to 
identify more specific strategies, and clearer programs and targets, to be implemented in 
the five-year period from 2002 to 2006 (Yong 2005). Developed and approved by the 
Thai Cabinet in September 2002, this master plan became a key e-government strategy 
to utilise ICT for administrative and rendering services within the public service itself 
(Krootkaew 2004). Similar to the IT 2010 policy goals, the objectives of this plan were 
to apply ICT to increase competitiveness, to develop a Knowledge-Based Society 
(KBS), to apply ICT for sustainable development, and to develop and support 
businesses around the ICT industry (Yong 2005). According to (Thuvasethakul & 
Koanantakool 2002)(2002), seven primary strategies are identified and elaborated 
within this ICT Master Plan: 
 
1. to promote the ICT industry in Thailand, especially the software industry; 
2. to use ICT for life development; 
3. to reform and build capacity in ICT research and development; 
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4. to raise potential social infrastructure for future competitiveness; 
5. to develop potential entrepreneurships with the aim of expanding exports;  
6. to encourage small and medium enterprises (SME) to utilise ICT; and 
7. to deploy ICT for e-government‘s administrative and services needs, as well 
as to develop e-government procurement. 
 
As part of the IT 2010 policy, this master plan not only obliged the RTG to achieve 
seven principal strategies in 2006, but also drove the establishment of the MICT to take 
a lead in monitoring and evaluating the progress in the national ICT development and 
the impact of the master plan. Subsequent to the approval of the National ICT Master 
Plan, over 280 RTG agencies submitted their ICT operation plans to the MICT for 
approval to establish an e-government subcommittee to respond to the policy directives 
(Yong 2005). This enabled the public service to accumulate, share and exchange 
information via a secure and open standardised platform. 
 
More recently, the MICT has completed formulation of Thailand‘s Second National 
ICT Master Plan (2009–2013), which was submitted to Cabinet for approval in 2009 
(MICT 2009). This second master plan aimed to develop ICT human resources and the 
management of ICT at the national level in accordance with the principles of good 
governance (MICT 2009). The vision of this plan was to drive the country towards 
becoming a ‗Smart Thailand‘—that is, a society that developed ICT usage in a smart 
way and adhered to the principles of the sufficiency economy philosophy 
8
(MICT 
                                                 
8
 The Sufficiency Economy Philosophy has been bestowed by His Majesty King Bhumibol Adulyadej, 
King of Thailand to guide the Thai people in living their lives according to a middle path which is 
applicable to all individual, community and national level (Mongsawad 2007). The concept of the 
Sufficiency Economy is a philosophy that stressed the middle path as the economic life guiding principle 
on living a moderate, self-dependent life without overexploitation (Kantabutra 2006).  After the Asian 
economic crisis in 1997, the Sufficiency Economy concept has been reiterated by His Majesty as the way 
to recovery that lead to a more resilient and sustainable economy that become a significant principle in 
the 9
th
 and 10
th
 National Economic and Social Development Plan (NESDB 2004). Within this 
philosophical framework, choice of balanced development strategies for the nation is allowed to 
modernise in line with the forces of globalization, while shielding against inevitable internal and external 
shocks (Kantabutra 2006). The balanced approach of this philosophy combing patience, perseverance, 
diligence, wisdom and prudence is indispensable to appropriately cope with the challenges arising from 
extensive and rapid socioeconomic, environmental and the cultural changes being occurred as a 
consequence of globalization (Mongsawad 2007). 
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2009). For further details, a review of this master plan is presented in the Thailand 
Progress Report, the cover of which, and an online link to which, is shown in Figure 4-
8. 
 
                                   Figure 4-8 Thailand Progress Report 2009 
 
 
 
Source: MICT (2009) 
 
 
One of the key projects in the development of e-Government in Thailand was through 
the e-Revenue project, the focus of this research. The following section will explain the 
implementation process and achievements of the e-Revenue project in the RTG.  
4.5 The e-Revenue Implementation Process in the Royal Thai Government 
 
The Revenue Department (RD) is one of the departments in the Ministry of Finance 
(MOF) and is classified into the income group as shown in Figure 4-11.  
 
Figure 4-9 The MOF organisational chart 
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Source: Drawn from the data in the official website of the MOF 
(http://www2.mof.go.th/government_agencies.htm, accessed on February 24, 2010) 
 
Established in 1915 by King Rama VI, the purpose of the RD has been to set up 
nationwide infrastructure, and to provide a revenue collection platform in order to meet 
the RTG target (for more detailed information refers to the website of the RD, shown in 
Figure 4-12). The main objective of this department is to collect all taxes efficiently, at 
the lowest compliance cost to both the department itself and to the taxpayer 
(Sirisaengtaksin 2005).  
 
               Figure 4-10 The official website of the Revenue Department in 2010 
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                    Source: Drawn from the data in the official website of the RD                  
             (http://www.rd.go.th/publish/index.html, accessed on February 25, 2010) 
 
As one of the largest government organisations in Thailand, the Revenue Department 
has approximately 23,000 officers working in 956 offices across the nation 
(Sirisaengtaksin 2006) as shown in Figure 4-13. This department has instigated 
significant improvements in its functions by developing an intranet system across its 
offices nationwide. This intranet system provides connections, accessibility and 
resource-sharing with other government agencies in the Ministry of Finance (MOF). 
Moreover, the RD contributes to the development of the Thai economy through tax 
initiatives, with the aim of helping Thailand remain economically competitive on the 
global stage (for more information see the RD website, shown in Figure 4-12). Indeed, 
taxation is the main source of the government‘s revenue. The MOF has established 
three main agencies to take responsibility for tax collection, which are the Revenue 
Department, the Excise Department, and the Customs Department. Consumption taxes, 
income taxes and international trade taxes are Thailand‘s primary source of tax revenue, 
representing 49%, 28% and 22%, respectively, of total tax revenues, which accounts for 
91% of total RTG revenues and over 16% of GDP during the period from 1986 to 1995 
(Schware & Bhatnagar 2001).  
 
 
 
www.rd.go.th 
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Figure 4-11 The Revenue Department organisational chart 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: (http://www.rd.go.th/publish/6015.0.html, accessed on February 24, 2010) 
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As one of the three tax collection agencies, the RD responsibility is to collect income 
tax and consumption tax, which account for two-thirds of the national tax collection 
(Sirisaengtaksin 2006). The RD has attempted to extensively upgrade its organisation 
by using IT as the main tool for improving tax administration, service quality, and 
transparency for the public (Sirisaengtaksin 2005). In January 1992, the RTG 
introduced a major tax-restructuring program which aimed to increase the efficiency of 
the tax system in Thailand (Schware & Bhatnagar 2001). Based on suggestions 
provided by the International Monetary Fund (IMF) and a World Bank team in the late 
1980s, business tax (a tax levied on gross receipts) was entirely replaced by the Value 
Added Tax (VAT) and the effective rates on corporate and personal income taxes were 
lowered with the express aim of making the tax system more competitive with regional 
neighbours and of preparing for a potential shift to indirect taxes as a larger share of 
total revenues (Schware & Bhatnagar 2001). The e-Revenue project was usefully 
developed and continuously implemented in response to such needs. The objective of 
the project was to assist the RD in establishing an integrated database management and 
processing system for taxes in Thailand (Schware & Bhatnagar 2001).  
 
According to Sirisaengtaksin (2006), e-service is a part of the e-Revenue project that 
has been provided to taxpayers and government officers over the internet. It allows the 
RD to provide efficient electronic tax services to the public and to produce a high 
standard of electronic interface through the provision of web services. These services 
include web services and e-filing, which can be accessed by anyone at anytime from 
anywhere (Sirisaengtaksin 2005, 2006). Suno (2006) confirms that such web services 
are beneficial for citizens in providing online access to government services. As a 
result, the RD has upgraded its back office systems in order to meet IT requirements 
and support the increase in the number of online users (Yong 2005). 
 
Moreover, e-Filing is not only a popular method of printing and submitting tax returns 
at the income tax office counter, but is also a method of filing an income tax return 
using the Internet (Sirisaengtaksin 2005, 2006). Sirisaengtaksin (2006) states that e-
filing has been one of the best initiatives in the tax administration transformation 
because the number of taxpayers filing individual income tax returns via the internet 
has increased greatly from 70,000 to 3.9 million taxpayers within the previous four 
years. IT training is an essential requirement to enhance the IT knowledge and skills of 
RD staff in preparation for the adoption of e-government (Sirisaengtaksin 2006). They 
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also need to be able to instruct taxpayers in the use of e-Revenue. For example, e-
payment is the department‘s online tax payment initiative, in which the RD linked 
seven commercial banks to the online portal, allowing taxpayers to pay their income 
tax, corporate tax and Value-Added Tax (VAT) via the electronic funds transfer (Yong 
2005). In order to use this e-payment service, taxpayers have to initially apply for the 
online tax service at the website www.rd.go.th, as shown in Figure 4-12. The RD then 
confirms the taxpayer‘s identity prior to providing them with a user ID and password 
with which they can log in and download the application form from the web page, as 
displayed in Figures 4-14 and 4-15 (Thai and English versions).  
 
 
 
Figure 4-12 The log-in page for the online tax payment service 
 
 
 
 
 
 
 
 
 
 
 
The taxpayer’s log-in web page 
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Figure 4-13 The downloadable application form (Thai Version) 
 
 
 
 
However, some taxpayers do not have computer access at home; these individuals can 
go to the RD computer service centre and use the web service in the English version 
(shown in Figure 4-16), or in the Thai version (shown in Figure 4-17). In order to 
enhance the usage of the e-Revenue web service, the RD offers an electronic manual and 
provides users with IT training that includes step-by-step instructions on how to use the 
program (Yong 2005). As a result, the number of online taxpayers has gradually 
increased every year since the e-Revenue project was first established (Sirisaengtaksin 
2006). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The official form of taxpayer in Thai Version 
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Figure 4-14 The downloadable online application form (English version) 
 
 
 
 
 
Figure 4-15 The e-Revenue Web Services 
 
 
           
 Source: Suno (2006) 
 
 
 
Downloading the form of taxpayer in English Version 
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4.6 Success and the e-Revenue Project  
 
According to the study of Schware and Bhatnagar (2001), under the same control of 
management by the RTG, some government departments had problems with their e-
government projects. These problems were:  
 
1. There were a lack of appropriate and well-specified objectives for the project; 
2. The specifications of their e-government project were either too specific or too 
generic; and 
3. Their staff lacked understanding of management policies and IT concepts in the 
implementation process of e-government projects.  
 
However, the e-Revenue project was selected as one of the most successful cases of 
implementing electronic government project in Thailand (Chaijenkij & Corbitt 2008; 
Koannatakool, Udomvitid & Thuvasethakul 2009; Rotchanakitumnuai 2007; 
Sirisaengtaksin 2005, 2006; Soontreerutana et al. 2006; Sukasame 2004; Tubtimhin 
2009). It is very interesting to know how the executive leaders in the RD implemented 
the e-Revenue project and controlled their staff to achieve their organisational 
objectives.  
 
According to Sirisaengtaksin (2006), the e-Revenue project is generally represented as 
the symbol of the Revenue Department‘s technological innovation to drive this 
organisation forward towards globalisation and modernisation by increasing utilisation 
of IT. To maximise the use of IT in the RD, the strategy of the e-Revenue project 
needed to address organisational change. There are three key elements driving these 
changes: change in policy, change in operation and change in staff‘s perspectives 
(organisational behaviour) (Sirisaengtaksin 2006). Firstly, the policy of the RD entailed 
transformation of its daily operations from paper-based to online work methods. This 
change not only enhanced staff productivity, but also reduced costs and provided better 
service delivery to taxpayers. The organisation‘s operations can now focus more on 
providing better services to the public, rather than concentrating on audits 
(Sirisaengtaksin 2005).  
 
Secondly, operations have been changed from a manual system to an online system. IT 
utilisation in daily operations, therefore, enables staff to provide information and 
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services to taxpayers more efficiently. As a national computerised system, the e-
Revenue project was expected to be able not only to centralise tax administration, but 
also to introduce a single Tax Identification Number (TIN) to integrate all taxes and 
returns for each tax entity alongside computerised billing and collection of taxes 
(Schware & Bhatnagar 2001). As a part of e-Revenue functions, e-supervision is a good 
example of the benefits of IT adoption (Sirisaengtaksin 2006). It allows tax officers to 
monitor the payments of taxpayers electronically via an existing database. With the 
current IT capacity, the RD can provide a real-time service by using web service 
technology (Sirisaengtaksin 2006).  
 
Finally, a change in organisational behaviour has occurred in response to IT usage in the 
workplace. All staff in the RD are now motivated to exploit and adopt the use of IT in 
their work functions. The department‘s IT training program was necessary to build 
understanding of the e-Revenue project‘s objectives, processes and benefits so that all 
RD staff can adequately instruct taxpayers as to how to use this electronic service. As a 
result, the e-Revenue project has become increasingly popular among both public and 
private users. There are two accepted applications used by the public: e-service and e-
filing (Sirisaengtaksin 2006). In particular, e-filing, as part of the e-Revenue project, has 
proven its popularity with a rise from 259,000 users in 2001 to 2 million in 2004, and a 
further increase to 4 million in 2006 (Sirisaengtaksin 2005). 
 
The e-Revenue project enabled the RD to provide successful e-services to the Thai 
public (Sirisaengtaksin 2006). It was the provision of web services and automatic 
information sharing which encouraged the public utilisation of ICT and created higher 
level of electronic interface of electronic filing from 0.1-54 % (Sirisaengtaksin 2006). 
This could be seen as half of the income Thai taxpayers used the e-Revenue system to 
pay their personal income tax during 2005-2007 (Rotchanakitumnuai 2007). The e-
Revenue project has moved to the forefront of Thailand‘s e-government initiatives to 
offer better e-services to citizens, businesses and government itself (Sirisangtaksin 
2006; Rotchanakitumnuai 2007, 2008). With an outstanding and proven quality of e-
service, the RD and the e-Revenue project have officially received many awards such as 
the Prime Minister‘s awards in 2003 for ‗Best Use of IT Organisation Management‘, 
‗Best Online Service to Public‘, and ‗Best IT Executive‘; and the ‗e-Asia Award‘ in the 
category of e-business for the public (Asia Pacific for Trade Facilitation and Electronic 
Business (AFACT)) in Chinese Taipei in October 2003; and ‗Truehit‘s Awards 2005‘ 
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for the best government web service (Sirisaengtaksin 2006; Suno 2006). These awards 
suggest that the e-Revenue project has been a highly successful online tax payment 
system which provides a good stimulus for the continued usage and development of e-
government in Thailand (Rotchanakitumnuai 2007, 2008). Thus, it can be concluded 
that the e-Revenue project is a suitable e-government project for a case study in 
Thailand aimed at investigating the factors relating to the successful adoption and 
implementation of an e-Revenue project, as it is one of the most successful RTG e-
government initiatives.  
4.7 Conclusion 
 
In reality, the development of the e-government project is an ongoing task that requires 
constant maintenance and continual improvement. It must also maintain a citizen-
centric focus as its primary aim is to serve the public‘s needs. The Thai e-government 
projects have provided substantial benefits for citizens, businesses and society in 
general. It also plays a significant role in enhancing government online services that are 
now delivered more effectively and efficiently, increasing customer satisfaction, 
reducing operating costs, and addressing the growing concerns around service quality. 
As one of the most successful e-government initiatives in Thailand, the e-Revenue 
project presents as an interesting alternative for both public and private organisations in 
Thailand to consider as worthwhile for application to their own organisations 
(Rotchanakitumnuai 2007, 2008). The RD is able to encourage the public‘s utilisation 
of IT and to generate higher levels of electronic interface with the increasing number of 
public users via the provision of web service and automated information delivery 
(Sirisaengtaksin 2006).  
 
Nevertheless, many previous researchers have explored e-government in only western 
contexts. There are a very limited number of studies on Thailand‘s e-government 
projects, particularly the e-Revenue project. This is indeed a relatively new research 
concern, and most official government documents about the e-Revenue project are 
confidential. Thus, it is difficult to find literature or empirical research that explores the 
e-Revenue project in Thailand. Therefore, this study adopts a qualitative approach to 
examine different management perspectives on the e-Revenue project to develop 
understanding of the concepts of e-government policy and development in the Thai 
context. In the next three chapters, analysis of the qualitative data drawn from the 
interviews with managers from three different management levels of the MOF and RD 
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is presented. Such analysis is imperative to enhancing our understanding of the 
development and success of the e-Revenue project and of underlying the key factors 
impacting on the success of e-Revenue policy development and implementation in the 
RTG. 
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Chapter 5 THE e-Revenue PROJECT - THAI SENIOR EXECUTIVES 
EXPERIENCES 
 
5.1 Introduction 
 
This chapter presents the results of an analysis of interviews with senior executives 
involved in the e-Revenue project under the Royal Thai Government (RTG) e-
government initiatives. Using a narrative technique, it will describe four stories 
concerning the e-Revenue project during both the development and implementation 
phases. A further eight stories involving the experiences of middle managers and 
supervisors are outlined in Chapter 6 and 7 respectively.  
 
This chapter consists of two main sections: (1) the summarised story revealed from each 
senior management interviewee in the e-Revenue project; and (2) a summary of senior 
management findings. The objective of this analysis is to understand from the 
managerial perspective what factors are significant in the success of e-government 
policy development and implementation in Thailand?  
 
The first section describes the data collected from the interviews conducted with four 
senior management officers in the Thailand‘s Revenue Department (RD). The selection 
of these interviewees was established using three constructive conditions, identifying 
key civil servants who had participated in at least one of the following: (a) as a 
practitioner in the e-Revenue project; (b) as a developer of the e-Revenue project in the 
RD; or (c) as an implementer of institutional IT policy and practice related to the e-
Revenue project in the RD. The second section explains the summarised action of 
senior management in the e-Revenue project implementation. 
5.2 Khun Sup9 (CEO) 
 
Khun Sup was the Chief Executive Officer (CEO) in the RD at the time of the study. He 
was responsible for implementing RTG policy, setting Departmental objectives, 
creating strategies and managing all projects to ensure that their objectives were met. 
Khun Sup had been in this position for three and a half years. He had initially started to 
                                                 
9
 Khun Sup and other names used in this and the next two chapters are pseudonyms. 
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automate all manual processes using IT in order to help staff work faster and more 
efficiently. Khun Sup foresaw the advantages of technology and wanted to extend the 
ability of IT to change the operating processes of divisions in the RD. He believed that 
by managing all IT projects he would ensure good progress towards the achievement of 
both the Department‘s strategic vision and public expectations about service delivery. 
He said: ‗I took a long time to think how I would improve IT performance used in the 
Revenue Department and make the e-Revenue project work. Many questions came up in 
my mind such as what useful methods were used, how government officers in the RD 
thought about it and how the use of IT could be adapted in the Department‘. 
 
Khun Sup was both the initial pioneer and the policy-maker of the e-Revenue project in 
Thailand. Khun Sup developed a process or structure to enable and lead the 
development and implementation of the e-Revenue project. This work structure is 
shown in Figure 5-1. He explained that the RTG tried to establish the use of IT and to 
develop e-government projects in every department. The Government realised how 
important e-government projects were to the RTG and to the Thai public, to deliver 
good government services and performance. As soon as the National ICT policy 
(explained in Section 4.2, pp. 86) was assigned to the RD to develop its own e-
government project, Khun Sup said he took two weeks to read and fully understand the 
details then to decide the Department‘s initial actions and where effort should be 
concentrated to implement the e-Revenue project.  He said: ‗After I received the 
National ICT policy from the Royal Thai Government, I took two weeks to identify its 
objectives and summarise its details. I wanted to know exactly what the National ICT 
policy required. As the CEO, I had to find out how I would improve the performance of 
IT used in the Revenue Department to make the e-Revenue project worked‘. 
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Figure 5-1 Work structure of Khun Sup 
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Within two weeks he had called an executive meeting with policy makers. During this 
meeting, Khun Sup also divided the RD executives into three development teams: 
information development, operational development and technology development (as 
shown in Figure 5-2). He explained that these three development teams directly 
influenced the Department‘s ability to develop the e-Revenue system and properly 
achieve the e-Revenue project‘s strategic outcomes. He appointed Khun Meang as 
Chief Information Officer (CIO), Khun Koh as Chief Technology Officer (CTO) and 
Khun Ri as Chief Operations Officer (COO) and also clarified each development team‘s 
roles and responsibilities one by one. Khun Sup mentioned that he spent about two 
hours with these executives communicating the e-Revenue project objectives, creating 
new institutional IT polices and designing plans for implementation of the e-Revenue 
project. His aim, he noted, was to push the RD and his management team to optimise 
results from the e-Revenue and ensure excellence throughout the project. He said: ‗I 
firstly formed the management teams in the e-Revenue project. I aimed these team to 
lead the Department staff successfully implemented the e-Revenue project. I also picked 
up team leaders from senior executives and get them engaged with their teams in the 
success and implementation of the e-Revenue project‘. 
 
Figure 5-2 Management team chart in the e-Revenue project 
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Initially, Khun Sup and his management team created institutional IT strategies that 
supported the e-Revenue project policy. He reported that his team had agreed to create 
institutional IT strategies, aligned with the National ICT policy, which also empowered 
all Departmental management. He explained that the National ICT policy was designed 
to guide the RD management and their operational units as to how to build knowledge-
based human capital, to promote innovation in social systems and to strengthen IT 
infrastructure within the organisation. The RD management and staff were then able to 
establish consistent processes in their efforts to implement the e-Revenue strategies. 
Moreover, Khun Sup considered that institutional IT strategies, which empowered all 
RD management, were beneficial because they increased management effectiveness by 
controlling routine decisions, and they ensured management and staff took care to 
implement the required processes. He said that these two characteristics of institutional 
IT strategies, in line with the National ICT policy, led the RD to successfully implement 
the e-Revenue project.  He noted: ‗I and senior executives (sic) realised that institutional 
IT strategies had to be corresponding to the National ICT policy. Then, we created 
institutional IT strategies that focused on encouraging capacity for the use of technology 
for the e-Revenue implementation with the aim of building a knowledge-based 
organisation and developing a number of qualified IT staff using knowledge-based 
criteria, which categorised IT skilled staff mainly by their IT backgrounds‘. 
 
Approximately six weeks after project commencement, Khun Sup arranged executive 
IT training by hiring private IT specialists, who instructed all seven senior executives 
and middle managers in a week-long course on all IT systems. Khun Sup said, because 
the RD was hierarchically controlled and all operation processes were conducted by 
senior executives and middle managers, it was vital to ensure that all RD management 
knew how to use IT correctly and understood the e-Revenue project. After completing 
their executive IT training, Khun Sup required all executives to thoroughly evaluate the 
contents, meanings and proposed implementation processes that formed part of 
institutional IT strategies in the RD. He considered that this would reduce management 
misunderstanding, would ensure consistent transmission of the National ICT policy and 
institutional IT strategies to their operational units and bring consistency to problem 
solving.  
 
After gaining good executive understanding regarding the institutional IT strategies, 
Khun Sup called an internal meeting with all senior executives in the RD within the first 
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month of starting the e-Revenue project. In this executive meeting, he clarified his 
concerns and explained the context of e-Revenue planning to all senior executives in the 
RD. Since the RD lacked qualified IT staff, Khun Sup directed Khun Koh (CTO) and 
Khun Meang (CIO) to focus on identifying the desired capabilities of RD staff and 
improving this through IT education and training. From his government experience, he 
realised some RTG departments had difficulties implementing their e-government 
projects. This was because they were unable to improve the IT qualifications of staff or 
hire qualified IT personnel for their organisations, due to their inadequate budget for 
training and recruitment. Finally, Khun Sup decided to allocate increased budgets to the 
IT centre to enable IT training programs, to employ new qualified IT staff and to 
provide IT scholarships to the RD staff interested in studying in the field of IT or 
business information systems. He aimed to ensure that the RD had enough qualified IT 
staff for implementation of the e-Revenue project. He said: ‗I approved and arranged 
them more IT budgets. I considered if the Revenue Department did not have enough 
qualified IT staff working in the Department, the e-Revenue project could not 
implement quickly and smoothly‘.   
 
Khun Sup discussed the reform of staff work processes in the e-Revenue project, saying 
there were two issues he needed to address. He explained that Thai staff generally 
preferred paper-based work processes, because they believed that paper provided strong 
evidence that could guarantee their reliability. Moreover, Khun Sup said, when new 
technology was introduced into the RD, the RD staff felt insecure regarding their status 
and job security; they were afraid that this technology would replace them and that, 
eventually, they would lose their jobs.  He noted: ‗The Department staff felt the 
adoption of new IT operating processes could endanger their job stability because they 
were more familiar with the old organisational culture of paper-based systems, which 
they preferred‘. 
 
It was difficult for Khun Sup and the RD management team to change individual 
perceptions of this work culture. Seeking a way to gain staff acceptance in the e-
Revenue project, Khun Sup decided to outline to his management team all of the 
advantages of implementing the e-Revenue project. In turn, he directed them to explain 
these details to their operational units. Khun Sup also told all RD executives in the 
meetings that they must try to instil in each staff member that he or she was a valuable 
part of the e-Revenue project. He believed that these management actions assisted in 
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gaining staff acceptance of the e-Revenue project. Finally, he said, staff were able to 
adapt their responsibilities to the new IT work environment and undertake their jobs 
using the online functions of the e-Revenue project.  
 
For the information development team, Khun Sup assigned Khun Meang as team leader. 
He explained that the aim for this team was to install new operating and information 
systems that allowed the RD staff to more efficiently perform their fundamental 
activities. Khun Sup pointed out that many mistakes occurred in the previous RD 
operating system because RD staff members had to handle too many documents, which 
caused a processing backlog and slowed customer service. So Khun Sup decided to 
allocate to Khun Meang responsibility for integrating all elements, such as technology, 
staffing and work process within the organisational structure to accomplish the e-
Revenue objectives. He said: ‗The technology would help the Revenue Department 
operating systems to perform efficiently, using fewer staff resources than previously. I 
believed that once my staff recognised the value of IT from their e-Revenue tasks, they 
would be willing to use IT without any resistance or management control‘.  
 
With this concern in his mind, Khun Sup tried to instil the intrinsic value of IT into his 
staff by providing an intranet presentation explaining the benefits of IT and showing 
staff performance improvements following implementation of the e-Revenue project. 
Khun Sup commented that after his speech was broadcast over the intranet for three 
months, the RD staff felt enthusiastic regarding implementation of the e-Revenue 
project. Once the e-Revenue project had been established for four months, Khun Sup 
received Khun Meang‘s report saying that the work processes in the RD had been 
changed. As a consequence, RD staff could undertake many tasks at the same time and 
thus save operating costs for the RD. Finally, he said the RD had improved overall 
performance of its operating systems and better managed resources such as finance, IT 
and staff.  
 
The second team was the operations development team, with Khun Sup appointing 
Khun Ri as team leader. This team‘s aim was to provide an efficient database 
management system and to develop a data sharing system for use in the RD. Khun Sup 
explained that, in general, each division in the RD independently performed and 
completed its day-to-day duties. He noticed that the e-Revenue project had huge data 
and information records to communicate within the Department. Some data used in the 
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RD were the same, but some were not. Khun Sup asserted that collaboration within the 
Department could help its staff and divisions to implement the e-Revenue project more 
effectively. He considered that the exchange of all data within the RD was essential. As 
one significant advantage of this system, he aimed to develop data sharing across the 
RD in order not only to enhance staff‘s attentiveness, but also to help staff access, 
update and exchange information among other departments. He said: ‗In order to 
effectively coordinate all information and operating systems within the Revenue 
Department, there were technical systems used throughout development and 
implementation of the e-Revenue project: the intranet as the internal communications 
tool for development and practice, as well as the internet as the mechanism to deliver 
the project to its intended users‘.  
 
The intranet system was the most significant internal system that Khun Sup and his team 
initially used. He described the intranet system as an internally-secured production 
environment that used network technologies as a device to assist interaction between users 
or workgroups. It improved the information allocation and knowledge-based 
qualifications of the RD staff. Khun Sup believed that the intranet system was very useful 
in the Department because it demonstrated how the use of IT could help staff to work 
more efficiently and expediently. Besides the intranet system, Khun Sup further noted 
how the internet system was used in the e-Revenue project. The Internet in the e-Revenue 
project was an inclusive system of unified computer networks that interchange data using 
a standardised Internet Protocol (IP) connection. It could connect both private and public 
sectors in a convenient way. Khun Sup asserted that he tried to maintain public interest in 
the e-Revenue system, ‗keeping the e-Revenue project alive is dependent on user 
responses and complaints…let citizens make officials know what they have to do.‘ This 
meant that it had to be continually updated by his RD staff in order for the public to feel 
satisfied with the e-Revenue project and return to use it again.  
 
On occasions when taxpayers had requirements that made his staff work harder, such as 
asking for more tax information and how to use the e-Revenue system via the internet, 
Khun Sup believed his staff did work harder to meet public expectations in a timely way. 
These RD staff might feel uncomfortable if they lacked sufficient information and 
understanding of the e-Revenue system. Consequently, Khun Sup considered that this 
method for keeping the e-Revenue project up to date was dependent on the external 
responses such as public comments, complaints and needs. His observation on the 
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importance of user responses to the system reflected the RD staff‘s enthusiasm for the e-
Revenue project. Not only was it unnecessary for Khun Sup to force his staff to undertake 
the projects, but he said he tried to determine their feelings before beginning any new 
initiatives—something that had never happened in the organisation before. So his people-
oriented approach was crucial for accomplishing the e-Revenue objectives. 
 
Khun Sup assigned Khun Koh to be a team leader of the technology development team, 
charged with ensuring institutional IT strategies and work processes facilitated, rather 
than obstructed, the e-Revenue project plans. It had to create an organisational culture 
and work environment that supported the successful implementation of the e-Revenue 
project and also allocate sufficient IT resources to strategy-critical activities such as 
human resources, infrastructure tools and finance.  
 
Khun Sup described the traditional Thai organisation as hierarchically controlled by the 
senior management. The senior executives were responsible for conveying institutional 
IT strategies and the e-Revenue implementation processes to the middle and supervisory 
managers who then oversaw the operational units. At the beginning of the e-Revenue 
implementation, Khun Sup focused on changing staff work processes through the use of 
IT. Khun Sup noted that once the RD staff received his directives and conditions, they 
acted to develop a list of requirements for the e-Revenue project and proposed to their 
supervisors how much replacement IT equipment should be installed and how IT 
infrastructure should be built. He said: ‗…I provided fast approvals and responses to 
their requests. I observed that the better IT infrastructure helped my staff to implement 
the e-Revenue project smoothly and efficiently…‘  
 
Khun Sup claimed that Departmental financial support was important, as it could either 
enable or delay the e-Revenue project, as a result of senior management decisions. He 
explained that the RD staff usually looked for leadership support to allocate more funds 
and resources to the e-Revenue project, particularly when they required technological 
tools or applications. During the implementation process Khun Sup called on a report 
from Khun Koh, which he said indicated that the RD staff needed a larger budget to 
replace IT equipment, to create IT infrastructure, to hire IT experts and to develop the 
particular Local Area Network (LAN) in the RD.  He said: ‗Having a limited IT budget 
was one of the barriers to success in implementing the e-Revenue project. Then, I 
decided to reallocate my existing internal budget to the IT department‘. 
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Khun Sup mentioned he used to read many books and study other successful e-
government projects from the internet. He realised that some government organisations, 
facing a shortfall in funding, had inadequate IT infrastructure to support IT networks 
and applications in their e-government projects, and as a result their e-government 
applications were more likely to be poorly implemented throughout the development 
stages. Consequently, Khun Sup tried to closely support the RD executives and their 
operational units during the implementation process in order to guarantee sufficient 
funding for their tasks. He said he also directed all senior executives to maintain 
management focus on financial issues in implementing the e-Revenue project. Khun 
Sup explained to them that if any RD division did not have sufficient budget allocated 
by the senior executives, their implementation of the e-Revenue project might take 
longer to complete. He noted: ‗I noticed that some RTG departments had difficulties 
implementing their e-government projects because their executive management did not 
strictly regulate policies aimed at maintaining IT standards and staff operational 
proficiency‘. 
 
Khun Sup also discussed his management style in the e-Revenue project, saying he had 
to maintain strict regulations and institutional IT strategies in order to ensure the RD 
management and staff worked as he expected. He said without such strict regulation, 
other Department‘s staff did not pay enough attention to their responsibilities, which 
resulted there in reduced staff performance. He wanted to avoid this in the e-Revenue 
project. Khun Sup believed his strictness was beneficial in maintaining good project 
performance. The staff acknowledged his mandates and he regularly encouraged their 
efforts to maintain the high IT capability of the e-Revenue project. Finally, Khun Sup 
considered that these strict determinations made from the executive management were 
beneficial for the successful adoption and implementation of the e-Revenue project.  
 
Khun Sup decided that he had to personally monitor the e-Revenue development and 
evaluate the Department‘s progress quarterly. He had to ensure that each and every staff 
member knew what the e-Revenue goals were and knew what their individual roles 
were in achieving those goals.  After beginning implementing the e-Revenue project for 
one month, Khun Sup directed all senior executives to send him quarterly reports of the 
e-Revenue project implementation. He said that sometimes, when he did not understand 
details in the report, he would request that the executive reporter clarify the facts in 
front of him. However, Khun Sup occasionally had to make contingency plans and put 
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solutions in place. For example, he explained that he received reports from the 
operations development team that the e-Revenue system did not run appropriately 
because two of ten IT servers were very old and out of order. At that point Khun Sup 
directed Khun Ri to immediately to replace the two old IT servers, despite the fact they 
were very expensive. Khun Sup explained that the servers were very important to 
operate the e-Revenue system efficiently both for RD staff and the public.  
 
According to Khun Sup, many vital issues that arose during the implementation stage of 
the e-Revenue project involved external reviews. He explained that the public always 
mentioned the e-Revenue project as an example of efficient e-government. Khun Sup 
and his RD team felt proud and satisfied with the project accomplishment.  He said: 
‗The publicity always mentioned our e-Revenue project as an efficient e-government 
example. These really made us proud and satisfied with our accomplishment of the e-
Revenue project‘. 
 
In his experience, Khun Sup said, the publicity was important as a source of feedback 
and review to the RD. He believed that this matter stimulated his subordinates to keep 
applying great effort to their jobs, in order to maintain the good image of the RD. The 
external reviews motivated Khun Sup and his subordinates to continually improve the 
technical capabilities and public service levels of the e-Revenue project. He considered 
this enabled him to lead and motivate his staff, which enhanced the effectiveness and 
ability of the e-Revenue project. He noted: ‗I asked my staff that you were please with 
the positive feedback which the Department always received from the public or not. 
After that, they told me they felt motivated by public feedback and wanted to enhance 
the effectiveness and functionality of the e-Revenue project to further benefit the 
public‘. 
 
In summary, in the e-Revenue project, Khun Sup was the CEO who had to focus on the 
needs of the e-Revenue, categorise and prioritize key parts of the e-Revenue project, 
develop the e-Revenue project management team, direct and manage the e-Revenue 
project execution, monitor the e-Revenue project works and the finalising of all e-
Revenue project activities to formally close the project. There were three key issues 
which emerged from Khun Sup‘s experiences and perspectives. Khun Sup reflected that 
his strong leadership supported and controlled, and also enhanced and motivated his 
staff to adopt and implement the e-Revenue project successfully in the RD. To ensure 
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the smooth implementation of the e-Revenue project, Khun Sup used his mandates and 
rules as the force to coerce his RD staff to strictly adhere to Departmental policy, IT 
policy and IT work process. The use of Khun Sup‘s strict determinations could be 
identified as the management mandates under his authorised powers. He said the 
mandates helped him to increase the control and determine the direction of 
implementation of the e-Revenue project. Moreover, Khun Sup tried to create a clear 
view about the intrinsic value of IT in his staff‘s mind by telling stories of technological 
advantages in the successful e-government projects from other countries. He noted that 
his staff eventually perceived the value of IT and adopted IT methods in their daily 
operations. Khun Sup considered that this helped the e-Revenue project perform 
successfully in the long run without any staff resistance or difficulty. Lastly, Khun Sup 
always informed his staff about the outcomes from outside reviews of the project in 
order to encourage them to maintain good service quality and to continuously improve 
the functions of the e-Revenue system and its implementation. Therefore, Table 5-1 
displays key factors influencing the success of e-Revenue policy development and 
implementation in Thailand from Khun Sup‘s perspectives. 
 
Table 5-1 Key e-Revenue factors from Khun Sup‘s perspectives 
 
Khun Sup’s Perspectives Key Factors 
Created institutional IT policy that empowered 
senior executives and middle managers. 
Institutional IT Policy 
Created institutional IT policy aligning with 
the National ICT policy. 
National ICT Policy 
Institutional IT Policy 
Allocated enough financial, IT and human 
resources to all teams. 
Financial Support 
Used mandates to be strict with the RD rules 
and regulations. 
Strict Mandates 
Developed IT infrastructure for the whole 
organisation. 
IT Infrastructure 
Instilled the value of IT in the RD managers 
and their teams. 
Instill the value of IT 
Set up IT training for senior executives and 
middle managers. 
IT training 
Assembled all executives to work as 
development teams in the e-Revenue project. 
Leadership support 
Meeting regularly and as required with the 
middle mangers 
Leadership support 
Outlined plans of the e-Revenue project to his 
management team.   
Leadership support 
Used external reviews to motivate staff in the 
e-Revenue project 
External Reviews 
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5.3 Khun Meang (CIO) 
 
Khun Meang was the Chief Information Officer (CIO) at the RD, which employed 284 
staff. She had a good vision of IT management and played a critical role in initiating the 
e-Revenue project in the Department. Khun Meang used her skills and experience to 
administer the e-Revenue project in accordance with institutional IT policy and 
institutional IT strategies to achieve the objectives of the e-Revenue project. As Khun 
Sup explained earlier, Khun Meang was responsible for the information development 
team in the e-Revenue project. Her roles and responsibilities involved creating the e-
Revenue strategies, identifying objectives of the e-Revenue project, initiating the e-
Revenue planning, and identifying specific functional approaches for middle managers. 
She was also responsible for distributing organisational resources as a result of 
executive decisions.  
 
As one of the senior policy implementers in the RD, Khun Meang believed that the 
National IT policy helped the RD executives to formulate institutional IT strategies so 
as to translate the e-Revenue project into action within the RD. Khun Meang also 
stressed that the institutional IT strategies brought overall operational change 
throughout the RD, particularly regarding the use of IT to support work processes. 
Moreover, Khun Meang explained that institutional IT strategies were very important to 
establish the rules, obligations and instructions for the RD executives and staff. Also, 
the plans, processes and budget of the e-Revenue project were based on institutional IT 
strategies, which specified how each of these areas had to be managed.  In this regard, 
Khun Meang mentioned the RD policy makers were required to create institutional IT 
policy to ensure efficient and well-timed implementation of new regulatory structures 
around electronic interactions in order to foster a positive work environment and 
enhance implementation of the e-Revenue project. Khun Meang considered that the RD 
executives and staff needed to have the same understanding of institutional IT strategies 
to ensure they achieved the same e-Revenue outcomes. She said: ‗…the e-Revenue 
project plan was to produce the tax payment service as an electronic project in order to 
solve problems such as service delays and the unreliability of tax payment processes. It 
was the new innovation in the Revenue Department which could be helpful and more 
productive…‘ 
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In undertaking her responsibilities in the e-Revenuw project planned a course of action 
under the control and guidance of Khun Sup. These actions and the work process used 
by Khun Meang are shown in Figure 5-3. 
 
 
 
Figure 5-3 Work structure of Khun Meang 
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Khun Meang explained the first step in developing her strategy Khun Meang was to 
identify the IT requirements of the e-Revenue project and then considered whether 
current IT resource distributions could sufficiently support the e-Revenue plans and its 
implementation. Khun Meang began by surveying the Department environment and 
facilities and asked her managers about their areas of concern regarding the e-Revenue 
project. Consequently, she discovered there were many IT necessities in the Department 
which needed to be developed or rearranged, including networks, tools and applications. 
Khun Meang said that she decided to distribute organisational resources to her 
information department in the form of money, materials and equipment, in order to 
ensure a well-connected work environment conducive to motivating staff.  She believed 
staff would consider the moves as an incentive during implementation of the e-Revenue 
project. She said: ‗There were many requirements happening continuously…staff had to 
resolve all difficulties as they occurred, step by step‘. 
 
After distributing sufficient financial and IT resources to her information department, 
Khun Meang believed she then had to increase functional control inside her department. 
Khun Meang decided to assign functional tasks for managers and operational tasks for 
staff in the e-Revenue project. She further explained that the functional tasks were 
derived from the institutional IT strategies handed down by the CEO and other senior 
executives and were transformed into daily managerial activities which needed to be 
well-performed. Khun Meang mentioned that the main objective of institutional IT 
strategies was to ensure the use of IT drove the Department‘s operating system at full 
capability and with high performance. As to the operational tasks, she asserted that they 
were daily jobs to guide operation staff in the method of performing their assigned 
duties within the RD and across other functional departments. Khun Meang believed 
that if the RD managers, supervisors and staff each performed specific agreed tasks in 
line within their field of responsibility, they could remain focused to achieve the e-
Revenue project‘s objectives.  
 
However, Khun Meang said that it was hard to impose a specific timeline on her 
subordinates to work according to the e-Revenue objectives, plans and strategies. 
Consequently, Khun Meang noted that work processes were postponed or possibly 
delayed at any stage of the e-Revenue project. She thought that modifications by the 
leadership sometimes increased the project‘s cost and timeline, saying that management 
levels in the RD needed to understand this expansion of time and inevitable expense. 
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Khun Meang said she tried to closely monitor the implementation process and took 
urgent action as required to support her staff to complete their tasks on schedule. She 
said: ‗I put the e-Revenue timeline to my subordinators, but I realised that at some 
difficult stages they needed more time and qualified IT staff to complete‘. 
 
Sometimes the organisational culture presented Khun Meang with more difficulties. 
Khun Meang said that the traditional Thai work culture in the government sector was a 
paper-based system that consumed a lot of paper, with multiple copies kept for 
processing and archiving after each activity. She said the difficulties of initiating reform 
in work processes involved the transformation of staff perceptions of the new 
technology. Khun Meang explained that the resistance from staff appeared in the form 
of not operating or not taking any responsibility for the e-Revenue project. She said: 
‗Some staff, who had worked in the Revenue Department for a long time, did not want 
their work processes to change. This resistance depended on the nature of each 
personality: some staff thought that they would lose their jobs if the new technology 
was adopted in the RD; some staff who were very familiar with the paper-based system 
felt afraid to use a computerised system‘. 
 
Then, she suggested her managers tell their operational units about the success stories of 
using IT in other organisations. Khun Meang considered this could make individual 
staff better understand how the use of IT could help to improve their performance and 
complete their work more rapidly. She also said that staff acceptance of the new 
technology was absolutely vital when the Revenue Department began adopting the use 
of IT, operating with new processes, and finally offering the e-Revenue project to the 
public. Khun Meang concluded that the managers and their staff had to accept adoption 
of the new technology in order to continuously implement the e-Revenue project 
without any resistance. 
 
After Khun Meang and her development team had implemented the e-Revenue project 
for four months, she saw that the RD staff worked solely to complete their daily tasks, 
with little thought given to the big picture. Khun Meang asserted that one of her major 
roles was reinforced by controlling the e-Revenue strategies and communicating with 
managers and their operational units. She knew that the values and beliefs shared 
throughout the RD would shape how the work of the Department was done. In 
particular, when attempting to embrace accelerated change, as the e-Revenue project 
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required, she explained that strengthening the organisational culture was an activity that 
occupied a considerable amount of her time. She mentioned that she needed to reinforce 
the organisational culture through using a great deal of communication among different 
management levels of the RD. She said she tried to explain to her team that their goals 
were to carry out all duties with high levels of performance and reliability in order to 
meet the public‘s expectations of the e-Revenue project. Once her team understood and 
believed in the capability and potential of the e-Revenue project, Khun Meang saw that 
they were willing to implement the e-Revenue project without hesitation. She noted: ‗I 
tried to keep explaining this every day until my team had no questions regarding why 
the Revenue Department had to implement the e-Revenue project. I wanted to 
strengthen the organisational culture in the sense that my team could be trusted to 
functionally implement all processes of the e-Revenue project properly‘. 
 
Having worked in the RD for more than twenty years, Khun Meang explained that the 
Revenue Department was a decentralised organisation with decision-making authority 
pushed down to the operational level, which afforded timely decision-making 
processes. She further explained the purpose of decentralised decision-making was to 
put sufficient decision-making authority in the hands of the people most familiar with 
and closest to the situation. Khun Meang tried to empower her managers to control their 
operational divisions efficiently. Whenever any problems or issues occurred in the RD 
operation, she said that she arranged a management meeting immediately. In these 
meeting, she said, she allowed the RD managers to express their views and brainstorm 
their ideas in order to solve all difficulties in implementation of the e-Revenue project. 
She further gave the RD managers time to prepare meeting details in order to push them 
to study and reconsider any issues. She explained that: ‗Every time my team had any 
problems or issues, I always set up the internal meeting suddenly in terms of solving 
problems and exchanging ideas with each other. I wanted to listen to my managers 
regarding what they thought and how they felt. It was great to know from their mouths‘.  
 
However, Khun Meang noted that the RD managers were sometimes more likely to 
unquestioningly respect senior management authority and thus tended to follow the 
changes of designated management strategies in the e-Revenue project. She had to 
force those managers to express their views and share their visions in the meeting. 
Moreover, Khun Meang stated that she was not only leading the meeting, but also 
listening, as she sought to understand the problems and needs from her managers. After 
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that, Khun Meang received more details of managers‘ concerns regarding the e-
Revenue project and information to which she might not otherwise have had direct 
access. She mentioned that she had to ensure mangers and their operational staff did not 
view the e-Revenue project as problematic to adopt and put into real practices. She 
said: ‗For example, I realised that their actual problems were related to the operational 
staff‘s perceptions. They thought that the e-Revenue project was difficult to adopt and 
implement in the Department. This was sensitive. If I did not know from the mangers‘ 
stories, I could not solve their concerns. Then, I decided to call a meeting with those 
operational staff in order to clarify advantages of the e-Revenue project and answer 
their questions until they clean up their opinions‘.   
 
In summary, Khun Meang concluded that institutional IT policy, organisational culture 
and leadership support were three main issues that impacted on the success of the e-
Revenue project. She also stressed that the main roles of good leaders were not only to 
clearly create clear institutional IT policy and provide fast management responses, but 
also to comprehend the nature of staff behaviour and existing work systems in order to 
successfully implement the e-Revenue project in the organisation. In addition, Khun 
Meang pointed out that the leaders needed to have good IT vision to clearly understand 
what requirements or actions should be deliberately taken, in the correct order to 
successfully implement the e-Revenue project.  More significantly, she added that IT 
reliability was important to affect the adoption of the e-Revenue project in Thailand. 
Khun Meang defined IT reliability as the correctness of institutional IT achievements, 
punctual distribution of information and precision of RD services via an online system. 
Khun Meang and her team always had direct planning and assessment of the e-Revenue 
system in order to maintain its good IT quality and reliability. She stated that it was 
vital for the RD to generate and sustain positive experiences for the public to maintain 
their satisfaction with the e-Revenue system. Table 5-2 displays key factors influencing 
the success of e-Revenue policy development and implementation in Thailand from 
Khun Meang‘s perspectives. 
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Table 5-2   Key e-Revenue factors from Khun Meang‘s perspectives 
 
 
Khun Meang’s Perspectives Key Factors 
Created institutional IT policy aligning with the 
National ICT policy. 
National ICT policy 
Institutional IT policy 
Distributed financial resource to the information 
team. 
Financial Support 
Clarified the e-Revenue plans to her information 
team. 
Leadership Support 
Developed data development team in the e-
Revenue project. 
Collaboration 
Organisational Culture 
Negotiated management acquisitions to the 
information team. 
Leadership Support 
Developed  IT infrastructure for the data 
process in the RD. 
IT infrastructure 
Monitored data process of the  e-Revenue 
project in order to investigate IT reliability of 
data process in the e-Revenue project. 
IT reliability 
Organised IT data training for her team.  IT training  
 
5.4 Khun Ri (COO) 
 
Khun Ri was the Chief Operating Officer (COO) in the RD. He was responsible for the 
design, operation, improvement and development of the tax operating systems. Khun Ri 
managed and monitored the daily operations of the RD and reported directly to the CEO. 
Khun Ri pointed out that he tried to develop and improve the Department to be an IT 
knowledge-based agency; and to build a sustainable tax foundation and to use IT 
proactively. He explained that the Revenue Department was the highest tax collection 
agency under the Ministry of Finance. It was mainly responsible for collecting tax 
according to the rules and regulations prescribed in the revenue code. The objectives 
were to collect taxes efficiently in line with the RD goals, to assist in the development of 
the Thai economy and to control the tax system in line with the principles of honesty, 
efficiency and fairness. He explained that: ‗The Revenue Department had to provide 
high-quality service to the public, argue for essential staff and budget to promote tax 
payment and ensure a high level of voluntary tax compliance by providing the public 
with a well-organised outline of the tax system‘. 
 
Khun Ri explained that his staff had spent considerable time dealing with the quantity of 
tax information and the complexity of tax operating systems since the previous system 
was implemented (in 1997) 15 years earlier. He reported that he received many 
complaints from the public, ‗In the past, I had received many tax complaints from 
citizens relating to incorrect tax data or service delays of my staff. I knew that the e-
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Revenue project was our solution‘. In order to solve these problems, Khun Ri believed 
that the RD had to find out why the Department was struggling and what immediate 
action should be taken to deal with those complaints. Khun Ri further explained that 
establishing a new performance-based culture in the RD was necessary to improve staff 
performance in order to provide a better service delivery to the public.  Finally, he said 
the e-Revenue initiative could help the Revenue Department, not only to develop its work 
system, but also to improve its performance at the same time, particularly in terms of 
managing all tax information and providing a reliable tax system. This project helped the 
RD to have better performance standards in the tax collections and administrations. His 
plan of work and the actions he took are shown in Figure 5-4. 
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Figure 5-4 Work flow structure of Khun Ri 
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in the RD. From other successful e-government stories, Khun Ri said, ‗I learned that any 
plans and development of institutional IT strategies for the e-government projects had to 
be endorsed and backed up by a high level of leadership attention and commitment‘.  
 
Khun Ri described the traditional Thai organisation as hierarchically controlled by the 
senior management. The senior executives were responsible for conveying institutional 
IT policy, the e-Revenue strategies and the e-Revenue plans to the middle managers and 
supervisors who then oversaw their operational units. In the RD, Khun Ri explained that 
institutional IT policy involved applying the use of IT to reform staff work processes, to 
raise potential IT infrastructure and to transform it into an IT-driven organisation.  
 
Khun Ri commented that the e-Revenue project was a big project that required a well-
organised information and operating system. He said, ‗I directed my secretary to send a 
written plan and details of the e-Revenue project to five managers under my control; 
including the Bureau of Central Audit Operations, business tax administration, tax policy 
and planning, tax collection standards and tax appeals. Over a week, I called a manager 
meeting in my units‘. Khun Ri explained that he had to clarify the e-Revenue strategies 
and plans to five managers working under him and managing those units which reported 
to him. Khun Ri said he summarised all requirements of the e-Revenue project in 
preparation for the implementation. He explained that he gave his mangers one week to 
study and understand the strategies and plans of the e-Revenue project. After that, he 
arranged a management meeting to discuss a possible direction to successfully 
implement the e-Revenue project.  
 
Khun Ri reported that this meeting began with his explanations about the CEO‘s vision 
and opinions about the e-Revenue project with the aim of creating an understanding in 
his managers of the ideas of the senior execuitives. He sought to have all managers 
understand the project direction, in line with all senior executives. However, during this 
meeting he let his managers ask questions if they did not understand any point of the e-
Revenue project. Khun Ri stressed this management meeting was a good way, not only 
to create an understanding of the project‘s detail, but also to build managers‘ trust and 
belief in the ability of IT to change the image of the RD in particular. He further 
explained that the meeting had helped him and his managers to discuss which areas 
needed their focus and to summarise the initial processes required to implement the e-
Revenue project. 
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Based on Khun Ri‘s experience, he said adoption and implementation of the e-Revenue 
project required cooperation among several divisions in the RD. He explained that the 
data which underpinned the revenue systems in the RD previously was in a separate 
database in each division, and each division had no authority to access other divisional 
information or data. As the COO in the RD, Khun Ri raised this issue at an executive 
meeting, which resulted in those present deciding to create a single data format to 
standardise communications across the Department and build an RD-wide network to 
share all information within a protected environment. Consequently, Khun Sup (CEO) 
directed Khun Ri to be a team leader of the operational development team in the e-
Revenue project. Khun Ri and his team spent two months to collect data from the RD 
divisions, consult with software companies and form trial versions. He requested that a 
representative from each division join his team. Khun Ri had to ensure that every 
division worked cooperatively to get the most suitable data format. He said that he tried 
very hard to develop intra-departmental collaboration. Khun Ri himself, with his team, 
had to spend increased time and effort to achieve the required collaboration, which 
assisted his team to achieve their later goals. Finally, Khun Ri reported that every RD 
division liked to work as part of a team because they understood the cooperative 
advantages and finished their tasks more quickly. He said the collaboration also helped 
the RD to achieve the e-Revenue objectives with no delay. He noted: ‗Because I and my 
team worked as good partners, over three weeks we successfully created a single data 
format for use in the Departmental system. I saw my managers and their operational 
units help each other. I was very proud of my operations team‘.  
 
In Khun Ri‘s view, most of the initial mistakes during the implementation phase of the 
e-Revenue project were caused by the RD staff. These mistakes not only derived from 
misunderstandings about the use of IT in the e-Revenue system, but also from a lack of 
IT knowledge and skill. Khun Ri admitted that the issue of limited IT qualifications 
among staff was very significant during the early stages of the e-Revenue 
implementation. He explained that IT qualifications enabled the RD staff to correctly 
operate the e-Revenue system, which was very important in the eyes of the public. Khun 
Ri noted that some staff had no IT skills or experience before. They were forced to use 
IT and they had no idea what it was. They needed more IT education and training in 
order to become qualified IT staff. Consequently, Khun Ri encouraged his subordinates 
to undertake monthly IT training courses at the IT centre in order to update their 
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technical skills and knowledge. He noted that: ‗I always encouraged my mangers and 
their staff to get IT training. Sometimes I called the IT manager (Khun Toom) in order to 
ask for particular IT training courses. If they did not provide it in the IT centre, I would 
request external IT trainers to instruct external courses for my team‘.  
 
In particular, Khun Ri‘s organisational development team faced problems, such as 
having a lot of data, papers and tasks, plus the need to reform RD work processes by the 
use of IT. He explained that before the e-Revenue project was implemented, the RD 
operational units needed to input a terabyte of data in any one day. Khun Ri said it was 
difficult and too time-consuming for the RD staff to undertake all operational processes 
manually. In this regard, he had to hire other IT specialists from a private consultancy 
company in order to instigate IT operations in the RD, saying, ‗the private consultants 
had more IT experience than us. It helped my team to save time to achieve the e-
Revenue objectives. My team further learned some new IT knowledge and techniques 
from the consultants‘.  Over six months, Khun Ri‘s team migrated the original databases 
from a paper-based filing system to an enterprise IT data system. He received a 
managerial report that the RD Operations staff used less paper and completed one data 
entry in only ten minutes. Khun Ri considered that these staff were happy with their 
performance and enthusiastic to change their work processes without any management 
intervention.  He said: ‗If my team worked late, I tried to stay late with them until they 
finished. I wanted them to think that I was not their boss, I was their partner or friend. 
When they had any problems or concerns, they could come to tell me. I further told this 
circumstance to my subordinates. I believed that this could help them to manage their 
staff easily‘. 
 
Among his operations team, Khun Ri reported that some operational staff in his units 
did not agree with the e-Revenue strategies and plans. They tried to work against the 
management rules and regulations. In addressing this problem, Khun Ri suggested that 
his managers had to focus on the communications and relationships between the 
management and staff. Khun Ri also took action: he said he tried to participate in his 
team in order to understand what his managers and operational units actually needed 
and what concerned them. Accordingly, Khun Ri formed close relationships with his 
subordinates. Whenever they had any problems, they consulted with Khun Ri about 
their solutions. Consequently, Khun Ri noticed that he managed and implemented the 
e-Revenue project without any staff concerns. He said he also set an example for his 
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managers. Khun Ri said he wanted them to imitate him and adapt this to their 
management styles. 
 
Khun Ri‘s experience also showed that IT infrastructure impacted on the e-Revenue 
operations system. He explained that the e-Revenue project was concerned with 
technological innovation and the use of IT that functioned best with the operational 
processes. Moreover, he revealed that the successful implementation and adoption of the 
e-Revenue project demanded that the RD have high quality IT infrastructure in order to 
efficiently perform the electronic online processes. Khun Ri reported that each year the 
RD allocated funds to preserve and maintain IT infrastructure, networks and equipment. 
If any new technology feature was launched, he would try to see how well it worked 
with the current operation system in order to ensure optimal fulfilment of public 
requirements, such as fast response, reliable data and good service, in the e-Revenue 
system. Khun Ri explained, ‗I always directed my team to monitor operations in the e-
Revenue project and I discovered that good IT infrastructure in the Revenue Department 
created an organisational IT culture and supportive work environment. It encouraged my 
subordinates to use IT in their tasks and they were willing to implement the e-Revenue 
project‘.   
 
Additionally, Khun Ri said IT reliability had a key influence on public confidence in the 
e-Revenue project delivered via a web portal. He realised that the CEO appointed Khun 
Koh‘s team to provide IT maintenance and maintain high IT quality in the e-Revenue 
system. Khun Ri explained that different IT reliabilities generated varying project results 
and public responses. Khun Ri stressed that the e-Revenue system aimed to serve the 
public with high IT quality and fast responses. He asked his managers to always replace 
broken IT equipment and fix errors that might impact public‘s confidence in the 
operations system of the e-Revenue project. Khun Ri further said that he requested Khun 
Koh‘s team to check the IT reliability of the e-Revenue system monthly. He explained 
that the public would have a good response if the e-Revenue system had great reliability. 
They would continue to use the e-Revenue system without any concerns. He explained: 
‗After Khun Koh‘s team ensured good IT maintenance of the e-Revenue system, I 
received the report that the public felt secure with the e-Revenue system and used the e-
Revenue project repeatedly because they believed it was reliable technology. It was vital 
for my team and IT staff to maintain good IT reliability in both operating processes and 
technological applications of the e-Revenue system‘. 
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Based on his experience in the e-Revenue project, Khun Ri explained that the significant 
factors involved in the successful implementation of this project concerned staffing, 
financial support and leadership support. He stressed that a key success factor was the 
RD staff themselves. Having a high level of IT-qualified team was a key determinant that 
pushed this project to succeed, according to Khun Ri, who attempted to support staff in 
many ways. There were about 300 qualified IT staff working in the RD. He offered IT 
training, IT scholarships, staff relocation in order to ensure the e-Revenue project 
requirements were efficiently met. Moreover, he encouraged staff and this project itself 
with his leadership support and the RD‘s financial support. Khun Ri asserted that the 
leadership support was critical to provide work confidence for the RD staff. He also 
mentioned that the financial support generally became one of key success factors for all 
projects, particularly the e-Revenue project. The weekly meeting arrangement with the 
implementation teams and key RD managers, he said, became his monitoring tool to 
update prevailing situations, to follow up the progress in taking any necessary action to 
solve problems that would occur during the e-Revenue implementation process. 
Furthermore, he developed a data-sharing system with the aim, not only to increase 
collaboration among the RD units and staff, but also to improve the staff performance 
and productivity of the e-Revenue system. So, key factors from Khun Ri‘s perspectives 
could be concluded in Table 5-3 below. 
 
Table 5-3 Key e-Revenue factors from Khun Ri‘s perspectives 
 
Khun Ri’s Perspectives Key Factors 
Distributed financial resource to the operation 
team 
Financial Support 
Developed IT infrastructure for the operation 
system in the RD 
IT infrastructure 
Inspect IT reliability of operation process in the 
e-Revenue project. 
IT reliability 
Arranged IT operational training for his team. IT training 
Transmitted  the  e-Revenue plans to the 
operation team 
Leadership Support 
Encouraged managers and their staff to work as 
a cooperative team. 
Leadership Support 
Explained the e-Revenue plans to his operation 
team. 
Leadership Support 
Collaboration 
Set an operation goal to achieve the CEO‘s 
objectives and public concerns. 
Leadership Support 
Described the advantages of the e-Revenue 
project to his team.  
Leadership Support 
Meeting regularly and as required with the 
middle managers in order to view process 
issues. 
Process 
Leadership Support 
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5.5 Khun Koh (CTO) 
 
Khun Koh was the Chief Technology Officer (CTO) in the RD. He was responsible for 
ensuring that the Department‘s IT investment was aligned with its strategic IT objectives 
and managing IT resources included budgets, equipment and staff. More significantly, 
the CEO of the RD mentioned that Khun Koh was one of the policy makers in the RD 
with responsibility for all IT projects under the Revenue Department. He was in charge 
of mapping IT initiatives to the goals of the Department. Khun Koh said he focused on 
institutional IT policy, staff professional development and IT infrastructure.  
 
He further defined the existing IT environment and provided strategies for closing the 
gap between the existing and the proposed environment of the MOF information 
technology architecture. He said: ‗At the beginning of implementation process of the e-
Revenue project, I tried to adapt and use current resources such as IT servers, equipment 
and staff in the e-Revenue project. I intended to use less budget, equipment and time in 
implementing the e-Revenue project‘. 
 
Khun Koh believed he was selected to be one of the RD executive team to manage and 
implement the e-Revenue project because he had worked in the government sector for 
more than twenty years and had good relationships with executives and staff in the RD. 
Khun Koh further explained that he was already familiar with the organisational culture 
and staff behaviour in the RD. Therefore, he could bring the skills to manage in the 
implementation of the e-Revenue project smoothly. However, he mentioned that the e-
Revenue project was the result of an agreement between the CEO and other senior 
executives in the RD to implement efficient tax services for the public and to develop a 
tax system for the RD. Khun Koh commented he worked hard to help Khun Sup, Khun 
Meang and Khun Ri follow the e-Revenue plans. He also had to ensure that the e-
Revenue project met the public requirements and expectations. He said: ‗Due to my 
work in the Revenue Department over more than twenty years, I was accustomed to the 
Department environment, people and culture. I knew what the Department staff thought 
and what the executive leaders wanted. I wanted to use my experience to help the 
Department successfully implementing the e-Revenue project for both the public and the 
Thai government‘.   
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Khun Koh used this understanding to develop his own work plan and structure the way 
he operated throughout the e-Revenue Project: His work structure is shown in Figure 5-
5. 
 
Figure 5-5 Work structure of Khun Koh 
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 Arranging internal meeting monthly. 
 Allocating enough qualified IT staff in every RD 
division.  
 Always communicating with staff about their problems 
or concerns. 
 Encouraging management and staff to work as a team. 
 Assigning individual tasks to the right staff. 
 Approving and considering staff‘s requests quickly. 
 Creating collaborative work environment. 
 Maintaining good IT capability of the e-Revenue system. 
 
 
 
4. Creating the e-Revenue plans 
 
 Transforming the RD to be a modern government 
agency. 
 Improving and develop efficient IT infrastructure. 
 Developing current IT staff to become qualified IT staff. 
 Providing IT training monthly at the IT centre. 
 Improving IT infrastructure. 
 Making IT training plans. 
 Developing IT security system. 
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At the beginning of the e-Revenue project, Khun Sup directed Khun Koh to identify the 
scope and requirements specifications for the project. Khun Koh began to examine and 
study the e-Revenue requirements outlined in the e-Revenue plans, strategies and 
institutional IT policy. He said he read them ‗five times‘ until he clearly understood in 
their details.  
 
Khun Koh explained these details aimed to develop the RD as an IT knowledge-based 
organisation ready for the e-Revenue project. He said: ‗The policy-makers in the RD 
clearly mentioned the details of IT requirements in institutional IT plans and strategies, 
which focused on establishing IT infrastructure and developing IT skills of the 
Department staff. I told my managers and their operational units to follow them step by 
step until their implementation processes met the e-Revenue objectives‘. 
 
Khun Koh further explained that the main institutional IT policy focused on using IT to 
modify and reorganise systems in order to improve institutional performance and staff 
work environments. He decided to arrange an internal monthly meeting to communicate 
the benefits to the middle managers and supervisors in his units, saying they had to 
reform themselves to work with new technology processes. He further said he intended 
to transform the RD to become a modern government agency with high standards of 
government service, acceptable to the public, following institutional IT policy.   
 
In order to further support institutional IT policy and the e-Revenue strategies, Khun 
Koh studied the lessons of other countries‘ e-government experiences to identify 
methods and opportunities to achieve Thailand‘s e-Revenue objectives. Khun Koh said 
he tried to highlight the main elements and strategies of their success to bring some 
lessons to benchmark and adapt in the e-Revenue project. Then, Khun Koh decided to 
arrange a meeting with the IT manager, central administrative manager, financial 
management manager and human resource manager in the RD. His main objective was 
to brainstorm their ideas about constructing an action plan for the e-Revenue project and 
to prepare the RD to become an electronically-driven organisation. At the conclusion of 
this meeting, Khun Koh reported this action plan directly to Khun Sup (CEO). Khun 
Koh explained the details of the IT action plan. He intended to push for continuous 
organisational improvement as the method by which the successful e-Revenue project 
was to be performed. He noted that ‗In the mangers‘ meeting, I tried to highlight and 
explain good strategies from other e-government projects in order to let all managers 
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think what they should do initially, leading to the successful e-Revenue project. Finally, 
we decided to start by developing staff to become IT-qualified, then establishing IT 
infrastructure in the Department‘. 
 
Following the management meeting, Khun Koh said he developed an idea to create a 
leadership workshop for all managers in the RD. He intended to prepare these managers 
in the RD to have the management skills and knowledge to efficiently control their 
operational units. Khun Koh explained that this workshop was about the basics of 
strategic management, as the concept related to the project. He invited a few domain 
experts as guest speakers from the private sector and a lecturer from a Thai public 
university to be involved in this development workshop. Khun Koh directed all 
managers in the RD to attend this workshop which took place over five days. In the 
workshop, Khun Koh explained that these managers had a chance to exercise and 
improve their managerial skills, including a case study, a business plan, people skills and 
organisational structure.  
 
He believed that this workshop assisted all RD managers to manage their operational 
units so as to fully support the e-Revenue project.  He said: ‗I believe this workshop 
helped all managers to understand the existing work process, organisational culture and 
staff behaviour. Finally, they would know where they should start to implement the e-
Revenue project and how to efficiently manage their operational units‘. 
 
Khun Koh continued the action plan by allocating sufficient financial resources to all 
related units as indicated in the e-Revenue project plans. He decided to distribute more 
financial support in the IT budget because he realised that there were many IT 
requirements, such as technical equipment, infrastructure and networks, which needed to 
be further developed to improve efficiency. Khun Koh explained the financial schema of 
the RD: if any RD division requested a budget over ten million baht, it had to send a 
proposal to the Departmental committees, including the CTO, the CIO, the COO and 
other four senior executives, in order to get their authorisation to proceed. He noted: 
‗Institutional IT policy clearly aimed to provide enough financial support to all units in 
the Revenue Department. I did not hesitate to approve more budgets to any team when it 
was requested‘.  
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Khun Koh realised that this approval process normally took about two weeks to 
complete. He further explained that most changes affected by the e-Revenue project 
were to replace outdated and old IT equipment, upgrade servers, buy updated software 
and arrange IT training for the RD staff. He noted: ‗these changes always received the 
committee‘s approval because all senior management had good IT vision and 
knowledge‘. Nevertheless, Khun Koh said he always closely supervised what and how 
the RD managers used their budgets for. He said that he needed to ensure that the RD 
staff ordered well and organised purchases which achieved value for money. Khun Koh 
requested that they produce a quarterly financial report so he could follow their progress 
and oversee their budget management. 
 
One month after Khun Koh began implementation of the e-Revenue project he believed 
that it was necessary to improve the skills and qualifications of staff in the RD. He 
directed the operational manager, IT manager and human resource manager to 
investigate their current staff‘s duties and any problems encountered during the 
implementation process.  Within one week, he received these managers‘ reports. Khun 
Koh found that most staff lacked IT knowledge and skills to implement the e-Revenue 
project. They always asked their supervisors how to use IT in their tasks. To solve this 
problem, Khun Koh allocated some budget to IT training and directed IT managers to 
develop an IT instruction program for the RD staff. He said his aim was to develop and 
educate the RD staff to become IT qualified. He realised that during some difficult 
stages of the e-Revenue project they needed highly qualified IT staff. Moreover, he 
explained that some staff, with no IT background, were given the chance to be trained in 
the IT field.  Other staff, some of whom were reluctant to undergo further training, were 
directed by Khun Koh to be trained at the Department‘s IT centre; while those who 
wanted to pursue their degrees in the field were offered RD scholarships by Khun Koh. 
He said: ‗There were many staff in the RD. I tried to give IT training to everyone. I 
allowed the managers to select their staff who had to attend the IT training courses first, 
depending on their functions. There usually were many IT training courses in the IT 
centre, such as database management, IT planning and IT networking. It was very 
beneficial for staff to improve their IT knowledge and skills‘.  
 
Khun Koh said that when the RD staff completed any training courses at the IT centre, 
they had to undertake some IT exams in order to assess their results and give them 
certification. Khun Koh explained that their managers and supervisors were then able to 
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understand the various proficiencies of their staff in the field of IT. As a result, he 
considered those tests enabled the RD managers and supervisors to assign individual 
tasks in accordance with the IT skills and abilities of different staff during the e-Revenue 
project implementation process.  He believed that this helped the RD to successfully 
implement the e-Revenue project. Nevertheless, Khun Koh tried to disperse qualified IT 
staff to work, not only in the headquarters of the RD, but also other RD divisions that 
were located some distance from the main office. Khun Koh explained that these 
qualified IT staff could assist and improve the knowledge of other staff across the RD. 
Finally, he considered that implementation of the e-Revenue project was smooth, saying, 
‗Every unit in the Revenue Department required qualified IT staff to work on the 
implementation process of the e-Revenue project. I tried to scatter qualified IT staff to 
work everywhere in the Department. I believed that these qualified IT staff could help 
the e-Revenue project be implemented without any difficulties‘. 
 
Moreover, Khun Koh explained that the e-Revenue project was successful because the 
RD had a good working atmosphere in which there was sincerity, caring and mutual 
respect among staff and between management and staff. He said that the CEO in the RD 
always placed importance on collaborative teamwork. Accordingly, Khun Koh tried to 
encourage his RD managers and staff to work as a team to achieve the objectives of the 
e-Revenue project. He directed these mangers to arrange a meeting monthly both in their 
units and across their units. Khun Koh intended to allow them to talk, catch up, and 
share their ideas. He believed this meeting was able to assist managers, supervisors and 
staff to have close relationships. He aimed to improve their collaboration and teamwork, 
leading the e-Revenue project to more effectively achieve the RD objectives. He said: ‗I 
tried to develop a special relationship between mangers and their operational staff 
through the monthly staff meeting, as I believed their close relationship and 
collaboration could lead our Department to quickly achieve the e-Revenue objectives‘. 
 
From Khun Koh‘s experience, he found that collaboration inside the RD was very 
beneficial to the success of his work, as it enabled him to more easily access 
information, records and requirements of all divisions under the RD. He explained that 
RD staff were willing to help each other whenever anyone had any concerns or problems 
during the e-Revenue implementation. However, Khun Koh commented that some 
divisions felt that collaboration resulted in loss of their status, power, significance and 
freedom. He tried to remove any fear and uncertainty by encouraging staff to work as a 
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team, arranging an intensive program of staff cooperation, while assisting Khun Ri to 
implement a data sharing system in the RD. Finally, Khun Koh said he spent six months 
creating a cooperative work environment within his units. He commented that he had to 
be patient in developing the collaboration among staff. He used his communication skills 
to persuade his managers and their operational units to work in partnership.  
 
After the e-Revenue project had been established for three months, Khun Koh found that 
IT security became an important technological issue, crucial to the successful 
implementation of the e-Revenue project in the Department. He explained there were 
many problems in the area of technology, such as a lack of confidentiality or the 
agency‘s inability to protect sensitive information. Khun Koh considered that the IT 
security issue was an important concern, both in the government and public sector. He 
said he wanted to install a backup system of all data and operational processes. Khun 
Koh then decided to consult with Khun Meang regarding these matters, after which he 
was told that Khun Tean had been appointed as IT security manager for the e-Revenue 
project. Khun Koh explained that Khun Tean‘s team used many servers to back up 
database system in order to make sure that the data was not lost or stolen should the e-
Revenue project have unexpected errors or results. He explained that ‗Together with 
Khun Meang, I intended to develop an IT security system before launching the e-
Revenue system to the public. Within three months the e-Revenue system was secured, 
very stable and isolated after Khun Tean had implemented the IT security system. It 
maintained the privacy and confidentiality of all public information‘. 
 
With his vision and his long-term work experience in the e-Revenue development, Khun 
Koh mentioned that he had to regularly and closely monitor all implementation processes 
of the e-Revenue project.  This was in order to ensure that the RD managers and their 
operational staff accurately understood the e-Revenue strategies and plans. He further 
stressed that institutional IT policy, work process and staffing were three key 
determinants leading to the successful implementation of this project. Understanding the 
National ICT policy and the requirements of institutional IT policy, Khun Koh stressed 
that it was necessary for senior executives to clearly generate this policy into action. He 
also believed that institution IT policy turned into the e-Revenue plans and strategies for 
developing and implementing the e-Revenue project. More significantly, he asserted that 
the work process needed to be redesigned according to the e-Revenue strategies and 
plans to achieve its objectives. Khun Koh had to direct managers and their operational 
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units to change their work processes from a traditional paper-based system to an 
electronic system in response to the requirements of the e-Revenue project. He had to 
ensure that the RD operated smoothly after changing Departmental work processes. With 
his twenty-year experience and his close-relationships within the RD, Khun Koh 
explained that he was familiar with staff to support their work throughout the changing 
work process. Khun Koh further mentioned that without qualified IT staff, the e-Revenue 
project would not be successful. He stressed that all RD staff had to be sufficiently 
trained to at least operate the e-Revenue system at a basic level. So, key factors from 
Khun Koh‘s perspectives could be concluded in Table 5-4 below. 
 
Table 5-4 Key e-Revenue factors from Khun Koh‘s perspectives 
 
Khun Koh’s Perspectives Key Factors 
Distributed financial resource to the technology 
team. 
Financial Support 
Distributed IT resources to all teams such as 
human, material and equipment. 
IT resources 
Conveyed the e-Revenue plans to the technology 
team.  
Leadership Support 
Technology 
Develop IT infrastructure for the computerised 
system in the RD. 
IT infrastructure 
Monitored implementation process of the e-
Revenue project. 
- To examine IT reliability, IT capability and IT 
security of the e-Revenue system. 
Process 
IT reliability 
IT capability  
IT security 
Provided IT training to all management levels 
and operational staff. 
IT training 
Built up IT managers and their staff to work as a 
collective group. 
Leadership Support 
Collaboration 
Meeting regularly and as required with the 
middle mangers to view IT issues. 
Leadership Support 
Explained the e-Revenue plans to his IT team. Leadership Support 
Set a technology goal to achieve the CEO‘s 
objectives and public concerns. 
Technology 
Illustrated how to use IT in their work. Process 
Leadership Support 
 
5.6 Summary of senior management stories in the e-Revenue project development  
 
The interviews with the four senior executives involved with the e-Revenue project 
implementation showed that they filled different roles and had different responsibilities 
across management, data, operations and technology in this project, that they used 
different management tools to manage, direct and control their teams and thus 
accomplish the RD objectives and the e-Revenue plans. A summary of the various 
actions taken by each of the senior executives in the e-Revenue project development and 
implementation are shown in Table 5-5. 
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Table 5-5 The actions of senior executives in implementation of the e-Revenue project 
 
Khun Sup 
(CEO) 
Khun Meang 
(CIO) 
Khun Ri 
(COO) 
Khun Koh 
(CTO) 
Similarities Differences 
Created institutional IT policy 
that empowered senior executives 
and middle managers. 
Not defined Not defined Not defined Khun Meang, Khun Koh and Khun Ri 
received powers from Khun Sup.  
Khun Sup was a chief of policy 
and decision makers in the RD 
 
He had power to control the whole 
organisation. 
Created institutional IT policy 
aligning with the National ICT 
policy. 
Created institutional IT policy 
aligning with the National ICT 
policy. 
Not defined Not defined Khun Sup and Khun Meang were 
strategic policy makers in the RD who 
directly involved with the e-Revenue 
strategies and plans.  
Khun Ri and Khun Koh were 
operational and technological 
executives who directly involved 
with implementation process of the 
e-Revenue project. 
Allocated enough financial, IT 
and human resources to all teams. 
 
 
Distributed financial resource 
to the information team. 
 
 
Distributed financial 
resource to the operation 
team 
 
- Distributed financial 
resource to the 
technology team. 
 
- Distributed IT resources 
to all teams such as 
human, material and 
equipment. 
 
Khun Meang, Khun Koh and Khun Ri 
distributed resources following the RD 
structure. 
Khun Sup allocated all resources 
such as IT, financial and human 
resources to all development teams.  
 
Used mandates to be strict with 
the RD rules and regulations. 
Negotiated management 
acquisitions to the information 
team. 
Transmitted  the 
 e-Revenue plans to the 
operation team 
 
Conveyed the e-Revenue 
plans to the technology 
team.  
 
Khun Sup was a leader of senior 
executives who had power to control 
in the RD. 
 
He used his mandates to control his 
management team and direct them to 
follow the e-Revenue plans. 
 
In Thai culture, subordinators always 
respected and followed leadership 
commands. 
Khun Meang, Khun Ri and Khun 
Koh were the negotiators who 
transmitted leaders‘ acquisitions 
and the e-Revenue plans to their 
development teams.  
 
 
 
Developed IT infrastructure for 
the whole organisation. 
 
 
Developed  IT infrastructure 
for the data process in the 
RD. 
Developed IT 
infrastructure for the 
operation system in the 
RD 
Develop IT infrastructure 
for the computerised 
system in the RD. 
Focused on IT infrastructure which 
impacted on implementation of the e-
Revenue project 
Intended to develop IT 
infrastructure in different 
objectives. 
Instilled the value of IT in the RD 
managers and their teams. 
Not defined Not defined Not defined In Thai organisational culture, 
subordinator always respected and 
believed in leadership words. 
 
Always followed and believed what 
K. Sup told or directed.  
Khun Sup tried to develop the 
perceived value of IT in the RD 
managers and their staff by 
broadcasting the e-Revenue 
benefits and importance in the 
intranet. 
Monitored the whole 
implementation processes of the 
e-Revenue project. 
 
- To examine IT capability of the 
e-Revenue project 
Monitored data process of 
the  e-Revenue project 
 
 - To investigate IT reliability 
of data process in the e-
Revenue project. 
Monitored operation 
process of the e-Revenue 
project. 
 
- To inspect IT reliability 
of operation process in 
Monitored implementation 
process of the e-Revenue 
project. 
 
- To examine IT reliability, 
IT capability and IT 
Intended to monitor implementation 
process of their teams. 
 
 
 
Monitored in different areas of the 
e-Revenue project. 
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 the e-Revenue project. security of the e-Revenue 
system. 
 
Set up IT training for senior 
executives and middle mangers. 
Organised IT data training 
for her team.  
Arranged IT operational 
training for his team. 
Provided IT training to all 
management levels and 
operational staff. 
Tried to improve staff‘s IT knowledge 
and skills in their implementation 
processes of the e-Revenue project. 
Different programs of IT training. 
 
Khun Sup – arranged IT training 
courses for executives and 
mangers. 
 
Khun Meang- arranged data 
training courses for her managers 
and their data units. 
 
Khun Ri- arranged IT operation 
courses and updated staff‗s IT 
skills using in their works.  
 
Khun Koh- arranged IT training 
courses for all RD staff. 
  
Assembled all executives to work 
as development teams in the e-
Revenue project. 
Developed data development 
team in the e-Revenue 
project. 
Encouraged managers 
and their staff to work as 
a cooperative team. 
Built up IT managers and 
their staff to work as a 
collective group. 
Tried to develop the work environment 
to be collective.  
Formed group of staff in different 
areas in the e-Revenue project such 
as data group, operation group and 
IT group. 
Meeting regularly and as required 
with the middle mangers: 
 
- To view entire project issues 
 
Meeting regularly and as 
required with the middle 
mangers: 
 
- To view data issues. 
Meeting regularly and as 
required with the middle 
mangers: 
 
- To view process issues. 
Meeting regularly and as 
required with the middle 
mangers: 
 
- To view IT issues. 
Focused on solving staff‘s problems 
immediately if having. 
Their meetings focused on 
different areas of implementation 
process of the e-Revenue project. 
Outlined plans of the e-Revenue 
project to his management team.  
 
- If any problems happened, 
Khun Sup made contingency 
plans for solving those problems 
immediately.  
Clarified the e-Revenue 
plans to her information 
team. 
 
 
Explained the e-Revenue 
plans to his operation 
team. 
Explained the e-Revenue 
plans to his IT team. 
Tried to make staff understanding in 
the e-Revenue plans and having the 
same direction of their implementation 
process in the e-Revenue project. 
They had different approaches to tell 
their teams. 
 
Khun Sup used an intranet to 
broadcast his speech. 
 
Khun Meang and Khun Koh used 
meetings to tell their staff directly. 
 
Khun Ri used written notes to 
distribute in his department. 
Used external reviews to motivate 
staff in the e-Revenue project 
Set a data goal to achieve the 
CEO‘s objectives and public 
concerns. 
 
 
Provided good data formats 
for the e-Revenue database 
system. 
 
 
 
Set an operation goal to 
achieve the CEO‘s 
objectives and public 
concerns. 
 
Maintained good IT 
reliability in the e-
Revenue system. 
 
Set a technology goal to 
achieve the CEO‘s 
objectives and public 
concerns. 
 
Maintained good IT 
capability in the e-
Revenue system. 
 
 
Conveyed the external reviews from 
the CEO to their development teams.   
 
Set their team goals in the e-Revenue 
project plans in order to solve the 
public concerns and to succeed the 
CEO‘s objectives. 
 
 
 
 
Khun Sup, who was the CEO, 
affected every stage of the e-
Revenue project.  He considered 
that external reviews stimulated his 
subordinates to keep doing their 
jobs with greater efforts in the e-
Revenue project, in order to 
maintain the good image of the 
RD.   
 
Khun Meang, Khun Ri and Khun 
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Koh were senior executives who 
simply focused on their 
implementation processes inside 
the RD. They controlled different 
segments and had different goals in 
the e-Revenue project. 
  
Khun Meang was responsible for 
controlling her data team to create 
data formats in the e-Revenue 
database system. 
 
Khun Ri was responsible for 
controlling his operation team to 
develop data sharing system in the 
e-Revenue project. 
 
Khun Koh was responsible for 
managing his technology team to  
develop IT security system in the 
e-Revenue project. 
 
Explained the e-Revenue benefits 
to all RD managers. 
Told successful stories of 
using IT in organisations to 
her team.   
Described the advantages 
of the e-Revenue project 
to his team.  
Illustrated how to use IT 
in their work. 
Tried to make staff accept the use of 
IT in their work. 
 
Tried to make staff be willing to 
implement the e-Revenue project 
without any resistance or concern. 
Controlled and received progress 
reports from different subordinators. 
 
Khun Sup - all RD senior executives 
 
Khun Meang - data managers  
 
Khun Ri - operation managers  
 
Khun Koh - IT managers  
 
IN SUMMARY      
Focus on 
 
- Put constructive pressures on 
the RD management team to 
achieve good results and 
operating excellence in their 
implementation processes of the 
e-Revenue project. 
 
-Communicated downwards to 
maintain direction and control  
 
-Compelled the staff in the e-
Revenue project to become a 
successful benchmark for e-
government initiatives in the 
RTG. 
Focus on 
 
- Followed and directly 
reported to Khun Sup. 
 
 
 
 
 
- Maintained two-way 
communication with 
managers to understand their 
e-Revenue tasks and to share 
the e-Revenue plans. 
 
 
 
Focus on 
 
- Followed and directly 
reported to Khun Sup. 
 
 
 
 
 
- Sponsored teamwork 
and cooperation among 
his managers and their 
staff. 
 
 
 
 
Focus on 
 
- Followed and directly 
reported to Khun Sup. 
 
 
 
 
 
- Created an RD culture 
and work environment 
that supported successful 
implementation of the e-
Revenue project. 
 
 
 
Key points 
 
The RD was a bureaucratic 
organisation which had a traditional 
Thai top-down approach to 
management.  
 
This approach was associated with 
command and control at all 
management levels.  
 
The strategies and solutions for 
project implementation were 
identified by the RD senior executives 
and then cascaded down through the 
organisation.  
 
Key points 
 
These four senior executives had 
different roles and responsibilities.  
 
There were three main 
development teams in the e-
Revenue project which were the 
information, operation and 
technology development team.  
 
These executives had different IT 
knowledge and management vision 
in the e-Revenue implementation.  
 
Due to their different experiences, 
they used different management 
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-Used mandates to increase the 
control and to determine 
management directions of the 
implementation of the e-Revenue 
project  
 
-Used external reviews to 
motivate RD management and 
staff to implement the e-Revenue 
project efficiently.  
 
- Fostered an understanding of 
the importance of the perceived 
value of IT in the RD 
management and staff. 
 
 
 
- Provided training and 
completed information so 
that her team could work 
effectively and efficiently. 
 
 
- Listened to managers‘ 
suggestions for improving 
their data processes and 
responded positively to all 
suggestions.  
 
- Understood the amount and 
quality of each manager‘s 
work 
 
 
- Pushed his team for   
continuous 
implementation of what 
the e-Revenue plans 
defined. 
 
 
-Listened to managers‘ 
suggestions for operation 
process in the e-Revenue 
system and responded 
positively to all 
suggestions. 
 
- Stayed available when 
his subordinators seek 
consultations. 
 
 
- Made the RD change IT 
use and introduced new 
technology. 
 
 
 
-  Listened to managers‘ 
suggestions for improving 
their work environment 
and responded positively 
to all suggestions.  
 
-Enthused to share his 
own visions to his team, 
rather than being the 
official representative of 
the management team.  
 
-  Educated managers and 
the RD staff and 
promoted IT 
accomplishments to them. 
 
 
- Evaluated the IT 
operating process for the 
e-Revenue project. 
 
The RD senior executives had to 
ensure that the e-Revenue plans 
facilitated project development in 
their teams rather than obstructed 
effective implementation of the e-
Revenue project. 
 
 
 
 
 
 
tools to control their mangers and 
staff in terms of achieving their 
part in the implementation process 
of the e-Revenue project. 
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Interviews with these senior executives revealed that the e-Revenue project was 
impacted by management powers and controls, by the direct effect of external reviews 
and by the executive motivation of perceived value of IT in the RD managers and their 
teams. The main motivation of the CEO and other three senior executives can be further 
explained through their endeavours not only to achieve the e-Revenue project, but also to 
make this project become a successful benchmark for e-government projects in the RTG. 
Therefore, it was vital to investigate each particular executive‘s story in order to gain a 
deeper understanding of why the e-Revenue project was developed and how the RD 
senior executives managed and implemented it.  
 
Initially, the CEO and CIO created an institutional IT policy, aligned with the National 
ICT policy and empowered the various RD management levels to manage their 
development teams efficiently. The National ICT policy was designed to guide the public 
sector on how to promote IT innovation and how to strengthen IT infrastructure across 
RTG Departments. Khun Sup and the senior executives in the RD were then able to 
significantly establish consistent processes in their efforts to create and implement 
strategies for the the e-Revenue project, such as distributing sufficient financial 
resources, assigning individual responsibilities, and building the RD network to share all 
information across the Revenue Department. Aligned with the National ICT policy and 
an existing institutional IT policy, all senior executives extensively developed their own 
strategic plan as a guideline to implement the e-Revenue project in particular. To 
empower all RD management, institutional IT policy was developed to assist department 
and team managers to provide quick decisions during the e-Revenue project 
implementation. The senior executives gave their managers organisational authority, and 
then these managers could use reasonable powers to make key decisions and control 
routine work in the implementation of the e-Revenue project.  
 
Moreover, the Revenue Department traditionally had a hierarchical structure which 
comprised a system of official positions internally structured in terms of authority and 
power relationships (the power differential between management and operational levels). 
The CEO initially used his commands and his authorised power to introduce a new 
institutional IT policy to the RD management and staff. With his personal leadership 
style, the CEO had to be strict in applying his rules and regulations to ensure that his 
directors and mangers followed the e-Revenue plans and to achieve the e-Revenue goals. 
The use of the CEO‘s mandates and powers were identified as the strict determinations 
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under his authorised powers. This assisted the CEO to increase his control and to 
determine the direction of the e-Revenue project implementation in the RD. 
 
Moreover, all RD senior executives had utilised the motivation of IT professionalism and 
the use of IT in all RD business practices to change existing staff habits and 
organisational behaviours. They further required each management member to share 
their interests and values as part of the e-Revenue implementation. To achieve the e-
Revenue goals, the CEO allocated sufficient organisational resources such as finance, IT 
and human resources to each development team. The RD senior executives distributed 
those resources to their teams in order to solve the RD staff concerns and to support and 
respond to staff requests, such as for IT equipment, materials and IT training during the 
e-Revenue project implementation. As a result, the RD senior executives were confident 
that the RD managers and their staff would develop little or no resistance to the e-
Revenue strategies and plans. They would be willing to implement the e-Revenue project 
to their full abilities.   
 
The RD senior executives were also particularly aware of the significance of the 
organisational culture in the RD. As a unique characteristic of Thai culture, the 
traditional norm in the workplace tended to allow this project, like many others 
previously, to being successfully implemented through following commands and 
directives without staff resistance and with a working style of respecting seniority. The 
organisational culture in the RD was shared by the management group and their 
operational staff. The RD senior executives mentioned that this culture directly affected 
their habits and behaviours. In this case, the organisational culture of the RD was shaped 
by the actions of senior management through institutional IT policy and the Department 
rules, which they said affected the way staff performed and responded to their project 
tasks. The e-Revenue plans introduced the use of IT to improve the work functions of 
both management levels and their operational staff.  In dealing with any changes in 
organisational culture, the RD senior executives used their senior hierarchical position. 
In Thai culture, this hierarchy reinforces an entrenched respect for seniority and respect 
for their position during all communications. This concept can be used in this case study 
in that the RD staff were more likely to unquestioningly respect management authority 
and to follow the designated management strategies and plans in the e-Revenue project. 
According to the RD senior management‘s experience, the rate of IT adoption in this 
situation tended to be increasingly successful throughout the e-Revenue project because 
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the acceptance of senior directives meant that the RD management and staff experienced 
the ongoing benefits of the e-Revenue implementation. 
 
The RD senior executives further stated that effective institutional IT policy needed to be 
consistent with the organisational culture because Thailand was one of the Asian 
countries in which citizens were more open to accept new technological concepts 
(Hofstede 2001). In this case, the RD senior executives agreed that the RD staff were 
more open minded to accept the new technology processes by the extent of their 
increased use of IT in their daily tasks. Organisational culture reflected a high degree of 
IT adoption, which influenced management processes and the operations work processes 
in ways that demonstrated IT acceptance and process change.  
 
Nonetheless, the RD senior executives mentioned that some staff felt uncertain about the 
e-Revenue project. The RD senior executives accepted that there was a lack of 
understanding about institutional IT policy and the objectives of the e-Revenue project. 
Senior executives had to guide non-IT staff to imitate other technology-aware staff to be 
able to use the IT tools more efficiently in the e-Revenue project. This matter emerged 
from the need in the RD to reduce staff uncertainty in order to gain and then maintain 
acceptance of the changes arising from the e-Revenue project. These strategies, the RD 
senior management believed, would be more likely to succeed at work in the process of 
e-Revenue adoption and implementation, if they copied other similar strategies from 
across successful e-government projects in other countries.  
 
According to the CEO‗s experience, external reviews of the new systems and services 
were important in terms of giving feedback to staff in the RD. This feedback stimulated 
both the RD management and staff to keep doing their jobs with greatest efforts in the e-
Revenue project, in order to maintain effectiveness and ability of the e-Revenue project 
to deliver better services on taxation issues to the public. The CEO tried to instil an 
understanding of the intrinsic value of IT in the RD management by telling stories of 
technological advantages in the successful e-government projects in other countries. The 
CEO aimed to ensure that the RD management and staff perceived the increased value of 
IT in service provision and the value in adopting the technology in their daily operations. 
He considered that the perceived value of IT from the RD management and staff assisted 
the RD to affect long term changes in the e-Revenue system with little resistance. 
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5.7 Conclusion 
 
In conclusion, it is evident from the interviews with the RD senior management, that the 
strong leadership support had a significant impact on the e-Revenue project. 
Furthermore, the management powers and controls, and institutional IT policy that 
empowered the RD management, were important keys to motivate the RD management 
to successfully organise and implement the e-Revenue project. The CEO‘s strict 
determinations or directives, identified as a management mandate under the authorised 
control of the senior management, became a main vehicle to drive this project efficiently. 
By understanding the change in the existing RD process and the organisational culture, 
the CEO and other senior executives could control and manage the RD management 
more effectively. Consequently, the CEO‘s visions and the project management of senior 
executives in the e-Revenue project were meaningfully crucial to achieve the e-Revenue 
project implementation.  
 
In this chapter, the researcher has investigated each particular executive story in order to 
gain a deeper understanding of what work the senior executives were interested in and 
how they focused on the e-Revenue objectives and implement the e-Revenue project 
effectively, while inspiring the RD management and operational levels to reach the RD 
goals. Because these senior executives filled different roles and had different 
responsibilities which involved the fields of management, data, operations and 
technology, they used different management tools to control their teams and thus 
accomplish the RD objectives and the plans of the e-Revenue project. The RD senior 
executives were responsible for setting the project objectives, defining key roles, 
supplying corporate leadership and organising the RD strategic planning in the e-
Revenue project. With their attempts to drive the e-Revenue project becoming the most 
successful e-government initiatives in RTG, the main motivation for all RD senior 
executive was to considerably develop this project to deliver the best service to the 
public and to continuously improve the tax online system more effectively and more 
efficiently. The next chapter will present four more stories in the e-Revenue project 
implementation, from middle managers in the RD.     
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Chapter 6 THE e-Revenue PROJECT - THAI MIDDLE MANAGERS 
EXPERIENCES 
 
6.1 Introduction 
 
This chapter presents findings of an analysis of interviews with the middle management 
in the RD. This chapter is divided into two sections which comprise firstly, the individual 
stories of the middle managers involved in the implementation of the e-Revenue project; 
and secondly a summary of the actions taken in the e-Revenue project implementation by 
middle management, which differ from other management levels. Their impact on the 
success of the e-Revenue project in the RD will also be assessed. In this research, the 
middle management of Thailand‘s public sector has been recognised as a key 
administrative mechanism in translating IT policy into action. The important role of 
government officers in the middle management level is to help the senior executives 
drive government service delivery to create satisfaction with service for the Thai public. 
Thai middle managers regularly remain obedient to their senior directives and follow the 
management plans to achieve their organisational goals.  
 
Similar to the senior executives‘ interview criteria, the selection of four interviewees 
from middle management was based on participation in the following: (a) as a 
practitioner in the e-Revenue project; (b) as a developer of the e-Revenue project in the 
RD; or (c) as an implementer of institutional IT policy and practice related to the e-
Revenue project in the RD. All four middle managers interviewed in this research were 
directly involved with the implementation of the e-Revenue project in the RD (Figure 5-
2).  
6.2 Khun Mart (Database Manager) 
 
Khun Mart was the database manager in the RD. She was responsible for maintaining the 
integrity of the database management and controlling all data services and processes in 
order to ensure high effectiveness and accuracy in the RD. Khun Mart had to write her 
team progress report every month to the CIO. Khun Mart‘s division was responsible for 
setting up data formats, establishing data rules and operating database systems in the 
Department. There were 30 staff under her control, most of whom graduated in the field 
of database management and computer science. Since Khun Mart had worked in the RD 
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for 16 years, she had very good knowledge of the Thai tax system and had the database 
management skills that could help the RD management team to implement a new 
database system for the e-Revenue project.  
 
Khun Mart explained that she directed her data team to ensure the effective delivery of 
information services and outcomes to both the RD and the public. She said: ‗Before 
establishing the e-Revenue project, I found some difficulties in the Thai tax system, such 
as delays, low public satisfaction and unsuccessful government performance. Using 
manual methods, my staff took over two hours to convert fifteen data transactions into 
the same format.  The e-Revenue project helped us to work more easily. Currently they 
spend only two minutes per single data transaction‘. Within the e-Revenue project Khun 
Mart undertook a number of tasks. These are shown in Fig 6-1.  
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Figure 6-1 Work structure of Khun Mart 
 
 
 
 
 
Initially, Khun Mart received the IT policy and the e-Revenue project plans from her 
superior, senior executive (Khun Meang). Khun Mart explained that the IT policy aimed 
to establish Departmental regulations in line with the RD‘s objectives and with the 
expected successful outcomes of the e-Revenue project. The plans for the e-Revenue 
project provided a guide for Khun Mart about how to change the current database system, 
how to achieve the best methods to organise and to store data for the e-Revenue project. 
From her experience, she noted that the e-Revenue plans were flexible and were 
constantly being updated by the CEO and other RD senior executives depending on the 
prevailing context in the RD. Khun Mart claimed that the e-Revenue project plans needed 
Directly 
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works. 
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Database 
Supervisors  
1. Investigated  
the RD  data 
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 Anticipated and solved staff‘s problems 
 Encouraged team members to help each other 
 Kept her team members informed of plans related to 
the e-Revenue project 
 Provide the opportunities for her team members to 
participate and share their ideas in the project 
implementation 
 Instilled each staff member that was value to the e-
Revenue project 
 
 
 
2. Developing the e-Revenue functional plans  
 Communicated the e-Revenue plans and benefits to 
the division staff 
 Developed the e-Revenue database system  
 Managed the project data team 
 Encouraged staff to be trained in the field of IT 
 Arranged monthly internal meeting 
  
 
  
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to be revised regularly to help the Department‘s management and operational staff to 
more effectively implement the e-Revenue project. She noted: ‗I agreed with the senior 
executives. They had the good vision to regularly revise the e-Revenue plans. In my case, 
when I found some difficulties in my team, I reported them to the CIO. She would try to 
investigate what the problems were and discover solutions. If she realised that I needed 
time to fix those problems, she would slow down the e-Revenue project plans for a little 
until I could fix my problems. That was greatly appreciated‘. 
 
Khun Mart said she had to explain the plans for the e-Revenue project and their benefits 
to her team in order to gain motivation in those employees. She directed them to use the 
new technology work processes, rather than waste the team‘s time to have them 
understand those details by themselves.  She reported that she called everyone in her 
team to a meeting and explained the e-Revenue project. She further explained the e-
Revenue benefits and gave the staff documents. Khun Mart said: ‗After I had explained 
the benefits of the e-Revenue project, my staff indicated they were willing and ready to 
change to the new database applications. They were enthusiastic and worked harder on 
this project. They were willing to adapt and make transitions to the new work 
environment, since they recognised that the e-Revenue system would change the Revenue 
Department into a more useful government department, delivering more efficient 
government services and internal communications‘. Khun Mart realised that the degree to 
which the RD staff accepted adoption of the e-Revenue project, the better the 
implementation of the project would be. Moreover, these would bring about cultural 
change within the RD and across the whole of the Royal Thai Government. She further 
stated that the e-Revenue project was a catalyst for the RD, enabling it to change its 
operations to work more productively and effectively.  
 
Next, Khun Mart directed Khun Nart (a tax data supervisor) to conduct a survey of data 
requirements and concerns amongst all RD divisions. She said she wanted to investigate 
the RD environment before starting to reform the current database system. Within two 
weeks, Khun Mart had received her team‘s report, which explained that, previously, there 
was no standardisation of data among the RD divisions. Each division spent a lot of time 
each day formatting and managing data according to its own database system. Khun Mart 
commented that it would be easy if her data division could build a Department data 
format using the RD database system, since that would help the RD operational staff to 
work more efficiently in the e-Revenue project. 
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Then, Khun Mart arranged a team meeting with five supervisors under her management.  
She said that she informed them about the data report and tried to motivate her team to 
deal with the actual data concern and find a solution. Khun Mart further allowed these 
supervisors to share their ideas and to discuss possible data solutions. Following these 
discussions, Khun Mart said that they requested that she hire IT database specialists from 
a private company to help them. Khun Mart said she agreed with her supervisors because 
she realised that the IT database specialists could help her team to develop the right data 
format for the e-Revenue system in a shorter time period than if staff did this themselves. 
Also, she realised that her staff did not have sufficient database experience to undertake 
such a task by themselves during the e-Revenue project. They needed some database 
experts to instruct and train them.  Khun Mart noted: ‗My team spent time - about three 
months - working with 10 external IT database specialists. We had tried about 30 trial 
versions of data formats. Some were too complicated….I told my team that I wanted a 
plain data standard and platform to be used in the e-Revenue database system. The 
operational staff had to be able to easily format their data into the Department‘s new data 
platform‘. 
 
One month after finishing development of the RD database, Khun Mart realised that the 
e-Revenue database system required qualified IT staff to adapt and control this new 
technology across the RD, because some staff, who did not know about the electronic 
method, had some initial difficulties. She believed these matters made some RD staff 
hesitant about this new IT application, and potentially resistant to its implementation. 
Then, Khun Mart arranged another internal meeting with her division. She invited guest 
speakers, who had previous e-government experience, to discuss the e-Revenue project 
with her staff. After that, she saw her staff became more enthusiastic about the new work 
process in the database system. They began to change their work processes from paper-
based to electronic-based methods. Soon, they readily used computers in their jobs and 
did not feel unsure in utilising the IT applications. Khun Mart assumed that, because her 
staff obtained accurate IT descriptions and learnt of the advantages from IT experts, they 
no longer felt anxious about using these IT applications. Consequently, she considered it 
was helpful to invite some experienced speakers from outside the RD to discuss with staff 
their problems or concerns. Then, she believed, they would have a clear understanding of 
their role in the e-Revenue project and why they had to do it. 
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As part of her management role in the data division, Khun Mart mentioned that she had 
to read books and share ideas with other RD middle managers. She aimed to identify 
actual requirements for the Department‘s new database system rather than only obtaining 
the e-Revenue requirements from the RD leaders. Khun Mart said that she tried to work 
proactively and to anticipate potential database concerns in order to implement the e-
Revenue database system successfully. Also, she expected herself to provide a good 
example for her team in the way that she was interested and eager to successfully 
accomplish the goals and needs of the e-Revenue project. 
 
From her own research, Khun Mart realised that a government organisation with staff 
educated in IT would be better equipped to deal with e-government implementation. In 
her division, staff had good technical skills which enabled them to design, install and 
maintain the e-Revenue database system. Khun Mart further realised that the RD 
management provided sufficient IT training courses or seminars to keep the RD staff up 
to date in their knowledge, given the constant technology changes. She mentioned that 
there were many IT training programs offered monthly, for which any RD staff could 
register through the intranet system. Moreover, if her staff were interested in any IT 
courses, Khun Mart allowed them to take leave to undertake those courses. She believed 
their IT skills could help other non-IT staff during the implementation process of the e-
Revenue database system and guide them as to how to use the new technology in their 
workplace. Finally, Khun Mart considered this leadership support positively affected her 
operational staff leading them to more fully accept the use of IT and to improve their 
work in the RD. She said: ‗Most Thai government agencies complained about a lack of 
qualified IT staff in their agencies, and had experienced difficulties in recruiting suitably 
qualified and skilled IT professionals. They needed improvements and solutions in this 
area from the Thai government. Fortunately, I had enough qualified IT staff in my 
division. I had no difficulties commencing and implementing the e-Revenue database 
system because my leaders hired adequate qualified IT staff to enable effective 
implementation of the e-Revenue project in the Revenue Department‘. 
 
In the context of Khun Mart‘s work experience, she stated that the RD senior executives 
regularly realised and explained the importance of the e-Revenue project to her and other 
middle managers. Whenever they had an internal meeting with each RD division, the 
leaders consistently asked how the RD staff worked with the computerised system. Khun 
Mart said that the leaders‘ attitudes motivated her to bring these concerns to her data 
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division and led to her directing her staff to transform their data use by using computers 
rather than manual processes. Khun Mart further mentioned that the CEO, the CIO and 
the CTO provided her with good leadership support by distributing sufficient budget, by 
providing management strategies and by supplying sufficient IT resources. Thus, she 
could more easily manage her team and the database implementation process in the e-
Revenue project. Occasionally, Khun Mart stated she would argue that the senior 
executives needed to provide continuity of the e-Revenue strategies, plans and financial 
support in order to ensure her management team worked smoothly and efficiently in the 
e-Revenue project implementation. Khun Mart noted: ‗My leaders always supported what 
I wanted, or asked for, in terms of budget or IT equipment. Whenever we asked for 
certain necessities, they rapidly gave approval based on how important the needs were. In 
generally, the executive authorisation process took about three weeks to finish. On the 
other hand, my leaders always discussed and tried to solve these difficulties. They 
understood that everything had been waiting for their approval before starting to do the 
next step, so they provided us very fast approvals‘. 
 
Khun Mart noted in the interviews that the Thai staff were familiar with the existing 
paper-based system. Annually the budget for purchasing paper was enormous. The RD 
senior executives wanted to reduce this cost, so they chose to implement reform in 
pararell with the e-Revenue project across the RD. She asserted that the e-Revenue 
project enabled the RD to become modernised, thus improving tax systems and changing 
the organisational culture. She stated that the use of IT became the primary tool to 
manage and handle operating processes throughout the organisation. It could help the RD 
to achieve its objectives and to provide the public with high quality tax services. Khun 
Mart reported that in this shifting IT work environment, ‗my division faced internal 
resistance…some staff did not agree with reorganising the new database process because 
they viewed this as a threat to their jobs. Therefore, we needed to make them understand 
and believe in this modification‘.   
 
After they received Khun Mart‘s explanation over a two hour meeting, she said her 
staffs‘ fear was reduced and they felt more secure in their jobs. Consequently, they did 
not offer any resistance to the new technology. Khun Mart further explained that the RD 
staff needed to have an open mind. If they held on to old ways and ideas, they would be 
unable to understand computerised information systems and how the e-Revenue system 
could aid their work. Finally, Khun Mart concluded that she had to arrange monthly 
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internal meetings with her division and allow her staff to ask questions regarding data 
issues or problems in the e-Revenue project. She investigated their problems and made 
staff clearly understand their implementation tasks. 
 
In addition, Khun Mart stated that each staff member was essential to driving the e-
Revenue project in the RD to achieve the desired objectives of the IT policy. Every time 
Khun Mart had an internal meeting with her operational staff, she tried to instil into each 
staff member that their value to the RD was measured by their individual contribution to 
the e-Revenue project. She wanted them to put more effort into completing their tasks in 
the e-Revenue project. Khun Mart said she told the meeting, ‗Everyone is important to 
the Revenue Department. If the Department did not have all of you, the e-Revenue 
project could not achieve as the CEO expected. We have to work hard for our targets‘. 
After that, she saw her staff were more active and enthusiastic to implement the e-
Revenue database system.   
 
From Khun Mart‘s experience, she mentioned that the e-Revenue database 
implementation process needed cooperation among all of the RD management and 
operations staff. Khun Mart said, because the RD management wanted to develop and 
improve the RD operational systems, internal cooperation was important to support and 
encourage the operational staff to help each other to perform their tasks with high 
effectiveness. Khun Mart was positive that she already had established her relationships 
and understood the staff‘s work processes and environments, and she noted, she played a 
beneficial role in adapting her staff to their changed work environment, noting: ‗In my 
division, we always worked together until we finish our tasks. Even as a manager, I never 
went home early. Our work environment was very close and cooperative, enabling us to 
complete our projects on time‘.  
 
As a database manager, Khun Mart said she had to monitor the e-Revenue database 
system in order to guarantee good information flows in the e-Revenue system. She 
directed her supervisors to write and submit monthly reports to her. Khun Mart 
mentioned that she had to closely investigate her team‘s tasks, to better understand any 
problems that occurred. Sometimes if she was unclear regarding the database report from 
her team, she would call her supervisors immediately by the phone in order to get their 
explanation. Khun Mart also pointed out that she had to summarise her team‘s reports in 
a file because it was also her responsibility to file a monthly report with the CIO. She 
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said: ‗I had to clearly understand what my team reported to me because I had to report 
back to my CIO every month. The CIO wanted to know how we worked and what issues 
we had found…It was good to let her know because she would understand what we tried 
hard to get the database implementation process done‘.  
 
In summary, Khun Mart primarily focused on staff relationships, change management 
within the internal organisation, good cooperation inside her division, and on full 
understanding and participation of staff in the e-Revenue database implementation. 
Furthermore, her major important roles and responsibilities were developing the current 
database system to enhance its capacity more efficiently through establishing a standard 
for data formats, rules and regulation. She also stressed that with the support of the senior 
executives and their associated financial support, the database improvement in the RD 
enabled progress to ensure the e-Revenue project was effective. Khun Mart extended the 
objectives and strategy of the project through consulting with external IT specialists to 
construct the functional plan, particularly for the database department and the database 
development team. She directed her division in the initial database implementation tasks 
according to her functional plan. With arranging a regular meeting with her staff, she 
asserted it would help her staff not only to have a better understanding of the common e-
Revenue objectives and their database-operating tasks, but also to facilitate collegiate 
work in order to accomplish their tasks by readily adopting the new IT systems. 
Therefore, key factors from Khun Mart‘s perspectives could be concluded in Table 6-1 
below. 
 
Table 6-1 Key e-Revenue factors from Khun Mart‘s perspectives 
 
Khun Mart’s Perspectives Key Factors 
Managed the project data team. Leadership Support 
Worked closely with her team members. Leadership Support 
Kept her team members informed of plans related 
to the e-Revenue project. 
Leadership Support 
Shared and discussed issues with her supervisors 
in order to find the best solutions. 
Leadership Support 
Arranged monthly internal meeting. Leadership Support 
Explained how each team member was important 
to the e-Revenue project implementation. 
Leadership Support 
Encouraged team members to help each other. Leadership Support 
Encouraged staff to be trained in the field of IT.  IT training 
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6.3 Khun Wat (IT Operations Manager) 
 
Khun Wat was an IT operations manager in the RD. His division comprised 90 staff 
skilled at IT networking, programming and applications. He was responsible for 
supervising IT activities and for the productivity of the RD staff. Khun Wat played an 
important role in managing and implementing IT applications supporting the e-Revenue 
system. Khun Wat explained that his team principally provided and maintained the e-
Revenue system according to the IT policy and IT strategies that were created by the RD 
senior executives. He said that the IT policy intention was to ensure the use of IT in the 
RD operations system because the CEO and other RD senior executives believed that a 
computer operated system was able to decrease the staff‗s operating time and the 
organisational costs. The RD senior executives also provided the IT strategies which 
were intended to promote organisational IT capability and implement the e-Revenue 
project successfully. He said: ‗I knew that the CEO and other senior executives tried to 
build the Department to be an IT knowledge-based organisation. They also wanted the e-
Revenue project to be a prototype for all e-government initiatives in Thailand. So, my 
senior executive closely monitored my team implementation progress monthly in the aim 
of ensuring that we understood and followed the e-Revenue plans.‘ The actual work tasks 
and roles of Khun Wat in the e-Revenue Project are detailed in Fig 6-2. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  185 
Figure 6-2 Work structure of Khun Wat 
 
 
 
 
 
Khun Wat claimed that, in the past, the RD staff work processes had involved a lot of 
forms and paperwork, and they had little opportunity to work with computers due to a 
lack of equipment. Khun Wat explained that most of the errors that occurred in the 
workplace were caused by the RD staff themselves. These errors not only came from 
their misunderstanding of their jobs but also from having to deal with too much 
information and too many documents. The CEO sought to resolve these difficulties and 
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improve staff performance. Khun Wat stated that the e-Revenue project was able to help 
the RD management and staff speed up the Department‘s operational processes and to 
improve the efficiency of RD services to the public, and to resolve the error problem. He 
noted that he had to clearly understand what the new IT policy was and how to use this 
policy to empower his operational staff in the implementation of the e-Revenue project. 
Khun Wat said that he read details of the IT strategies and the plans of the e-Revenue 
project at least three times in order to ensure that he correctly understood their objectives. 
If he found any point unclear, he consulted with an IT instructor from one of Thailand‘s 
public universities in order to understand what e-Revenue outcomes his leaders expected 
him to achieve and where his leaders wanted Khun Wat‘s team to focus to implement the 
e-Revenue project. 
 
Khun Wat further mentioned that he was the middle person in between the RD senior 
management and the team that reported to him. He had to ensure that policy and planning 
communications were smooth and conveyed clearly to avoid misinterpretations or staff 
dissatisfaction. From his past project experience, Khun Wat mentioned that he was 
responsible for creating the actions plans used by his team. He also realised that the 
project action plans had to be clear, so he offered a thorough functionality explanation to 
his operational staff. They would then, he believed, easily follow his plans without 
hesitation. Khun Wat had to write his team‘s progress report monthly and send it to the 
COO (Khun Ri). Khun Wat stated that Khun Ri arranged an internal meeting with the RD 
operations managers every three months, a meeting at which there were five middle 
managers under Khun Ri‘s control. Khun Wat had to explain his progress report in a 
fifteen-minute speech in front of the RD managers. He considered that this internal 
meeting would help him and other RD managers better understand the real situation of 
the implementation of the e-Revenue project. Khun Wat noted: ‗I directed my staff to 
report to me about implementation processes, problems and any concerns every month. 
Sometimes I reported concerns or relayed the thoughts of my subordinates to the COO. I 
thought that it was beneficial for the COO to actually understand the operational situation 
of the e-Revenue project and to solve my staff‘s problems during their implementation 
processes‘. 
 
Khun Wat explained that in Thai culture the staff always respected and obeyed their 
leaders‘ directives. Similarly, Khun Wat said that he always followed his leaders‘ rulings 
because he respected them and believed in their vision and experience. He discovered 
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sometimes that their directives encapsulated some IT strategies, which guided him on 
how to deal with staff problems and to efficiently manage implementation processes. 
Khun Wat mentioned that his team always received good leadership support and 
sufficient budget from the RD senior executives because they believed that the use of IT 
could help and drive the organisation to successfully achieve the RD‘s objectives. His 
team was important. They helped every RD division, instructing them about how to 
change their staff work processes to better match the e-Revenue system requirements.  
 
In Khun Wat‘s opinion, financial support was important to every step of the 
implementation of the e-Revenue project. For example, Khun Wat explained that every 
RD unit requested efficient and reliable IT infrastructure from the IT division. As Khun 
Wat was an IT operations manager, he needed to oversee staff IT functions in the e-
Revenue system in order to maintain good IT reliability, both to the RD staff and the 
public. Consequently, Khun Wat mentioned that he had to ask his executives for more 
budgets in order to buy more efficient tools and establish good infrastructure operations 
in the RD. He said: ‗The e-Revenue project always received sufficient budget to buy IT 
equipment, to establish IT infrastructure and to hire IT subcontractors for programming 
of process design. These helped my team to successfully control IT functions in the e-
Revenue project‘.  
 
Khun Wat claimed that if leaders had denied or rejected his suggestions or ideas, their 
disagreement would have been an obstacle for him to implement the e-Revenue project. 
Conversely, he explained that it was beneficial if leaders accepted and supported his 
requirements and ideas. For the e-Revenue project, Khun Wat stated that the CEO and the 
CTO fully supported and encouraged his team with their comprehensive e-Revenue plans 
and strategies. He said his staff never faced any resistance to meeting the requirements of 
the system, noting, ‗My team members were willing to implement the e-Revenue project 
to the best of their abilities. This enabled the e-Revenue project to progress smoothly and 
to achieve the RD objectives quickly‘. 
 
Khun Wat explained that in the past he had to spend most of his time categorising 
information and helping other Department divisions to complete their work processes. As 
an IT operations manger, he believed that a computerised information system could help 
the RD to perform its tasks quickly and comfortably. When leaders provided Khun Wat 
with the e-Revenue project plans, he accepted and supported them because he believed 
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that these plans would help the RD to reduce processing times and reduce complexity in 
the tax system. Khun Wat recognised that when leaders started to use the computerised 
information system in the organisation they might experience some difficulties and might 
reject this new method or might refuse new ideas. The reform of work processes needed 
to occur through gradual stages. This would assist the RD staff to more readily adjust 
themselves to their new work environment and to accept their new work processes. Khun 
Wat noted: ‗It would be better if leaders undertook this project slowly and steadily, 
offering my staff more time to adjust their work to the new work environment‘.  
 
To improve staff IT knowledge, Khun Wat arranged, and encouraged his team members 
to attend e-government conferences and seminars that provided more detailed 
information on e-government issues. This assisted his team members to understand their 
roles and how to develop IT projects in the RD. Khun Wat stated that, not only were 
acceptances and perceptions of staff critical to the e-Revenue project implementation, but 
he emphasised that increasing staff understanding of the e-Revenue system would also 
ensure their sense of satisfaction during the adoption process. Khun Wat said: ‗It was 
hard to find an e-government conference in Thailand. Mostly the conferences were 
arranged by Thailand‘s public universities. I always sent two staff (one supervisor and 
one staff) to attend potentially beneficial e-government conferences. I wanted both of 
them to share their experiences in the e-government conference with other supervisors 
and staff. Finally, they would understand what the e-Revenue project was without any 
concerns‘. 
 
Khun Wat concentrated on developing a clear understanding of the existing 
organisational culture in the RD. Khun Wat‘s experience with his staff had shown that it 
was important for him to understand staff attitudes and habits. Forging close relationships 
with his team in the first stages of implementation was also essential, Khun Wat said, 
because it usually allowed the projects to progress smoothly. If any difficulties occurred 
it was much easier to solve those troubles with his staff.  Therefore Khun Wat noted, he 
needed to understand his operational division and their individual habits. He said there 
were different types of people in the RD: some people were challenged to accept new 
things happening in their jobs; some people were not open minded and rejected 
improvements or changes to their tasks. He believed it was important to work closely 
with them and to establish good relationships in order to achieve smooth implementation 
of any project. Khun Wat noted: ‗It was easy to command them if I already had good 
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relationships with my team members. I could manage the e-Revenue action plans in my 
team easily‘. 
 
Khun Wat stated that collaboration among the RD divisions was very important to 
operate and develop the e-Revenue project with greater speed of staff operating time. The 
objective was to serve the public with the best quality services. In the e-Revenue project, 
Khun Wat received his leaders‘ suggestions about data sharing among the RD units. They 
wanted to build the e-Revenue system as a cluster of electronic projects throughout the 
organisation. Consequently, collaboration between divisions was a major priority. He 
mentioned that an intranet system was developed to facilitate data sharing and 
collaboration among the RD divisions. Although some RD divisions had different data, 
they could still share some data, saving time and cost.  
 
Since receiving the e-Revenue plans from the COO, Khun Wat had attempted to integrate 
all IT applications throughout the RD to ensure all data-operating process were well-
developed.  Establishing good IT infrastructure and maintaining good IT reliability were 
his major role not only to improve the RD staff productivity, but also to support the e-
Revenue project by constructing and then implementing a functionality plan for 
development of the e-Revenue system. Creating a collaborative work environment within 
his division was employed and became his main tactic to manage staff performance in the 
e-Revenue implementation process. Khun Wat also stressed that the data sharing system 
through the intranet became an important vehicle to drive the e-Revenue project 
successfully. Table 6-2 displays key e-Revenue factors from Khun Wat‘s perspectives. 
 
Table 6-2 Key e-Revenue factors from Khun Wat‘s perspectives 
  
Khun Wat’s Perspectives Key Factors 
Managed the project IT operations team. Leadership Support 
Worked closely with his team members. Leadership Support 
Conveyed clearly the e-Revenue plans to his 
team. 
Leadership Support 
Provided activity for staff participation. Leadership Support 
Meeting face-to-face monthly. Leadership Support 
Encouraged staff to attend e-government 
seminars or courses. 
IT training  
Created collaborative environment in his 
division. 
Collaboration 
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6.4 Khun Toom (IT Manager) 
 
Khun Toom was a manager of the IT centre in the RD. There were about 20 IT 
technicians and 30 IT specialists in her division. She was responsible for managing IT 
budgets, developing IT infrastructure and arranging IT training courses in the RD. Her 
major tasks were to gather IT requirements from each RD division and to investigate 
those requirements before passing the information to the CTO, to whom she reported. 
She said she tried to maintain good IT capabilities within the RD, such as the network, 
applications and equipment, in order to become the leading IT organisation in the RTG in 
line with the senior executives‘ objectives. Khun Toom noted: ‗My team tried to put 
more effort into IT projects in the Revenue Department. We wanted them to work 
successfully and achieve the leaders‘ objectives. In my division, there were good 
supervisors and operational staff who had good IT knowledge and worked effectively. 
They knew what they had to do‘. 
 
Khun Toom mentioned that one of the advantages she found in the e-Revenue project 
was integrating the RD information and services into one gateway. The RD staff could 
report, audit and collect tax data reliably and quickly. Khun Toom said that these 
advantages were derived from the professional IT policy and project plans that were 
created by the RD senior executives. She further explained that the IT policy aimed to 
build the e-Revenue project collaboratively, to combine public services and RD 
processes. The e-Revenue project plans guided the implementation processes and 
provided strategies for her team to follow. She said: ‗In the Revenue Department, every 
IT project depended on institutional IT policy and leadership decisions. If the leaders did 
not support the project, we could not commence it because we lacked financial support 
and equipment. The e-Revenue project obtained very good leadership support from the 
RD management. Then, my team had no difficulty helping other divisions to develop it‘.  
Her role and responsibilities in the e-Revenue project are shown in Fig 6-3 
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Figure 6-3 Work structure of Khun Toom 
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CTO, she spent about one week on the proposal documents to understand the IT 
requirements of the e-Revenue project. She explained that initially in the implementation, 
there were many IT requirements, including IT budgets, IT infrastructure and qualified IT 
staff. The RD management recognised that every RD division needed efficient IT 
infrastructure and sufficient qualified IT staff to help them implement their e-Revenue 
tasks. Khun Toom said she received statements about IT issues from the RD divisions at 
every stage of the e-Revenue project implementation.  
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These issues included the lack of IT knowledge among staff, the need for efficient 
technology hardware, and the need for high speed Local Area Networks (LANs). She 
said she then had to use her vision and experience to prioritise the various IT issues to be 
considered for implementation of the e-Revenue project. Later on, she would propose 
select issues to the CTO for consideration. She noted: ‗I tried my best to fulfil every 
division‗s IT requirements. I knew that the CTO tried to distribute enough IT resources to 
all divisions.  
  
As an IT manager, Khun Toom believed that she had to help the CTO by managing and 
distributing sufficient IT resources to the RD divisions. Then, she stated that the CTO 
asked her to provide him with draft financial plans for implementation of the e-Revenue 
project. Khun Toom explained that there were two main parts to her financial plans: IT 
infrastructure and IT training. She explained that each part used a different amount of IT 
budget. The biggest expenditure was for IT infrastructure, the physical hardware used to 
interconnect users and the computer systems. It also included the software used to 
receive, send and control the signals that were delivered. She realised that IT 
infrastructure played an important part in evolving the Intranet, both in terms of how 
much information could be conveyed, and how rapidly; and where the e-Revenue system 
interconnections were located. Moreover, she said the CTO and other RD executives 
realised that the e-Revenue project required good IT capability and an efficient IT 
infrastructure to be established in the RD network. Khun Toom said: ‗IT capability was 
about technological ability of the Revenue Department to operate and to maintain and 
effective and secure e-Revenue system. Then, it was vital for my IT centre to establish an 
effective IT infrastructure for use in the Department‘s operations‘.  
 
For IT training budgets, Khun Toom stated that it was the second issue of importance in 
her financial plans. She explained that successful implementation of the e-Revenue 
project demanded staff participation in the project since its beginning. In the RD, she said 
that the CTO always concentrated on the improvement of staff IT knowledge and skills in 
order to operate individual tasks with high quality and effectiveness. Khun Toom realised 
that the IT centre was directly responsible for arranging and providing IT courses for staff 
in the RD in both fundamental and professional programs, including Microsoft Office for 
administrator or Visual Basic computer language for programmers. It depended on staff 
responsibilities.  
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From her government experience, she believed that any government agencies that had 
internal technical staff, were reactive to the issues of implementation. If they did not 
carefully consider the issues, it would be difficult to commence new electronic projects 
and modify the existing systems in their organisations. Finally, Khun Toom said it was 
critical for her centre to provide enough IT training programs for the RD staff in order to 
develop IT-qualified staff and to fulfil their understanding and perception of the e-
Revenue project. She noted: ‗Staffing was important to the e-Revenue project 
implementation because their IT abilities could help the Revenue Department to properly 
employ electronic systems. Every year the IT centre of the Department arranged more 
than 50 courses or seminars for the management and staff. We tried to motivate our staff 
to continually improve their IT knowledge‘.  
 
After sending the financial plans to the CTO, Khun Toom said that she received his 
approval within a week and the CTO assigned her to be his assistant, controlling IT 
budgets in the RD. Khun Toom said that she always approved the e-Revenue project 
needs in a timely manner when she received staff requests. She normally spent about one 
week to approve their project requests. Khun Toom explained that she imitated Khun 
Koh‘s approval style. When she started to develop the e-Revenue project, she had to get 
the leadership commitment to approve her requests. Then, she considered if Khun Koh 
did not support her ideas, she could not continue her project plans. She realised that the 
faster she gained approval, the faster she implemented the e-Revenue project. Khun 
Toom said: ‗My leaders always helped me. They gave me full assistance. It allowed me 
to begin the initial process of the e-Revenue project development. However, some 
requirements that I asked for were very hard to get. Khun Koh always tried to solve and 
arrange those for me with very fast approval. So, he really helped to make my work much 
easier. I realised and so I did it with my team too‘. 
 
Asked about her team‘s management role, Khun Toom stated that she tried to assign 
work responsibilities for supervisors in her team. She aimed to guide them in knowing 
what they had to do in the implementation of the e-Revenue project, and what they had to 
monitor among their operational staff during the implementation process. Khun Toom 
gave an example: she assigned Khun Na to control e-Revenue training programs in the IT 
centre, giving him a specific time frame in which she wanted him to finish his tasks and 
achieve the e-Revenue objectives. However, Khun Toom realised that the time frame for 
Khun Na could change if some problems occurred during his implementation process. 
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She understood that her supervisor needed time to solve those problems in order to 
accomplish the e-Revenue plans. Khun Toom noted: ‗If I knew that Khun Na could not 
implement the e-Revenue project to finish on time, I would call and ask him directly 
about his reasons‘. 
 
From her work experience, Khun Toom found that meetings could find the solutions to 
any problems that occurred. She always recommended to her IT team that brainstorming 
was the best way to collect ideas in order to explain and resolve their problems. Khun 
Toom further told the meetings that staff could gain an understanding of their current 
operations and help each other to achieve the RD objectives. Then, she directed her staff 
to meet more frequency in the first three months. Khun Toom said that she aimed to 
investigate the initial implementation processes of her staff and to ensure that nothing 
obstructed her team in implementation of the e-Revenue project. If she found that the e-
Revenue plans did not facilitate her team, she would report back to the CTO in order to 
solve this difficulty and establish a solution. Khun Toom also mentioned that normally 
she monitored her team‗s implementation process every month in order to write the 
progress description report to the CTO.  Sometimes, she had to present in executive 
meetings on the technology aspects of the current e-Revenue project implementation 
processes. 
 
In response to the e-Revenue strategic plans from the CTO, Khun Toom attempted to 
develop her functional plan with a project timeframe to her team members. She aimed to 
manage her technology team implementing the e-Revenue project completely on time. 
More significantly, providing both the financial support plan and sufficient IT training for 
all RD staff were a main part of her functional plan. This functional plan focused on the 
improvement of IT infrastructure and the staff‘s IT knowledge in order to enhance the 
effectiveness of the implementation of the e-Revenue proejct. Moreover, she planned to 
extend the functions of the IT centre to become the main IT training centre providing 
fundamental IT training sessions through to professional IT courses for the RD. 
Therefore, key factors from Khun Toom‘s perspectives could be concluded in Table 6-3 
below. 
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Table 6-3 Key e-Revenue factors from Khun Toom‘s perspectives 
 
Khun Toom’s Perspectives Key Factors 
Identified technology requirements for the e-
Revenue project 
Technology 
Managed the project IT resources team IT Resources 
Worked closely with her team members Leadership Support 
Assigned work responsibilities in her team 
members 
Leadership Support 
Encouraged supervisors to participate in staff 
work processes and to solve staff problems 
Collaboration 
Meeting more frequently in the first three month Leadership Support 
Arranged IT training programs for the RD IT Training  
Provided the financial plans for IT resources Financial Support 
Provided specific timeframe for her staff 
Fast reactions to staff‘s requirements 
Leadership Support 
 
6.5 Khun Tean (IT Security Manager) 
 
Khun Tean, an IT security manager in the RD, had been in her current position for more 
than four years. In her security unit, there were 25 qualified IT staff, who had graduated 
in IT and computer science. Khun Tean had a solid IT background in both hardware and 
software applications. In this position, she was responsible for managing IT security 
plans, and keeping management and staff aware of security threats and breakdowns. She 
was also involved in educating and training the RD staff about IT security and 
maintaining the tools and rules chosen to implement the IT security system for the e-
Revenue project. She explained that the IT security plans comprised statements ranking 
information risks and identifying the RD security goals. It also identified the mechanisms 
for accomplishing those security goals. Khun Tean added that the IT security plans 
required institutional IT strategies that clarified acceptable use of the RD information 
resources, which the RD management and staff could readily access. She had also to 
provide a progress report to the CTO every two weeks about the security issues of the e-
Revenue system.  
 
Khun Tean stressed that the IT security issue was vital to the successful implementation 
of the e-Revenue project. She explained that most users (whether the public or the RD 
staff) wanted the e-Revenue system to have protected data and secured operational 
processes. She realised that the growing demand for implementation of the IT security 
system throughout the RD was associated with the rapidly increasing number of users in 
the e-Revenue project. Before starting to develop the IT security system in the e-Revenue 
project, Khun Tean said she undertook both some research and some IT security courses 
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in order to enhance her understanding and knowledge of IT security issues. She said that 
the IT security process included measures to prevent unauthorised access, data alteration, 
theft or physical damage to information systems. Also, it was beneficial for the RD to 
protect its data files and the RD‗s operation processes. Khun Tean said: ‗IT security is a 
new issue for everyone. People do not understand its ideas and methods. Even though I 
had worked in the field of IT for more than fifteen years, I still had to take IT courses and 
read many books in order to continually update my knowledge‘. Her roles, 
responsibilities and actions in the e-Revenue Project are shown in Fig 6-4.  
 
Figure 6-4 Work structure of Khun Tean 
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operations system for the department. She believed that if IT policy was not clear and 
comprehensive, it might lead to misunderstanding and adoption of a wrong approach 
which, in turn, might negatively affect the implementation by her team. Khun Tean 
further explained that IT policy in the RD fostered an environment that was beneficial to 
the implementation process. She said that it was simple for her and other RD mangers to 
follow and they could thus create and manage their own plans for their implementation 
processes.  
 
Initially, Khun Tean said that she was assigned by the CTO to be a project team leader to 
develop and establish the IT security system in the e-Revenue project. She was 
responsible for controlling the security of data files and computer programs throughout 
the Department‘s IT infrastructure. Khun Tean‘s team had to ensure that computer 
hardware and software systems were physically secure. They also had to check for 
unauthorised access and equipment malfunctions. She further explained that her team 
used purpose-built security software programs designed and programmed over the period 
of one year. These security applications were able to manage the use of the e-Revenue 
programs and the security of data files in the e-Revenue database. Khun Tean reported 
that most of IT security issues detected by these security applications revealed breaches 
of confidential RD data and unauthorised access of the e-Revenue system. She believed 
that these security applications were vital to maintain good IT security in the e-Revenue 
project.  
 
After she received the strategic plans for the e-Revenue project from the CTO, Khun 
Tean said she read them and found some technical terms regarding IT security topics 
were unclear. Khun Tean had to ensure that she thoroughly understood the plan‘s details 
and objectives. During conversations, Khun Tean said that it was suggested to her that the 
RD had to ensure that computer hardware was physically secure and prevented 
unauthorised access to software programs. Because the public demanded that their tax 
data remain confidential, the RD did not want anyone to be able to access their personal 
information from the e-Revenue system. Khun Tean considered that her conversation 
with the IT lecturer clarified her understanding of the objectives of the e-Revenue 
strategic plans and she knew what initial steps were necessary. 
 
Khun Tean called an internal meeting with her security team in order to clarify the 
purpose of the IT security system, to clearly present ideas and to brainstorm these with 
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team, incorporating their ideas. In addition, she outlined the e-Revenue functional plans 
to be managed by her team. Khun Tean said she tried to remain open-minded during this 
meeting, allowing her staff to explain their ideas. Khun Tean wanted to understand how 
her team felt and what they thought about the e-Revenue functional plans. She said that 
she tried to act on their suggestions and encouraged their participation in the e-Revenue 
functional plans. Khun Tean believed that their ideas and suggestions were beneficial, so 
she adjusted the e-Revenue functional plans to better suit her team environment and staff 
attitudes. As a result, her team would implement the e-Revenue project without any 
problems. 
 
Khun Tean began to scrutinise her team‘s workplace processes. She said that she started 
to direct supervisors to check their operational staff‘s requirements in the e-Revenue 
project. After one week, Khun Tean stated that she received her supervisors‘ reports, 
which requested new IT equipment as part of the implementation processes. They 
discovered most of current IT equipment was outdated and inefficient, unsuited to 
running the IT security software. Khun Tean further explained that specialised IT 
equipment such as routers, switches and high powered computers were required to 
control and to operate the IT security system,. She had to purchase this equipment from 
overseas sources and they were costly. Consequently, Khun Tean decided to request more 
financial support from the CTO. Because he understood the importance of IT to the 
success of the e-Revenue operations, and how this could enable the maintenance of good 
IT security features in the e-Revenue system, he approved her financial requests within 
two days. Finally, she considered that this financial support from her senior management 
was necessary for her team to implement IT security system in the e-Revenue project 
without delay. Khun Tean said: ‗After I received quick responses and approvals from the 
CTO, I managed the e-Revenue implementation without delay. I could provide efficient 
IT equipment, delivered on time to my operations units, so my implementation processes 
were very fast and smooth‘. 
 
Khun Tean further explained that the senior executives played a major role in the 
adoption and implementation of the e-Revenue project, with its aims of improving the 
RD operational processes and services. In the RD, work process reform was usually 
initiated on the basis of senior management decisions in response to institutional IT 
policy, demands and work environments that influenced RD productivity and 
functionality. During the implementation process of the e-Revenue project, Khun Tean 
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faced some concerns relating to executive vision and understanding of the e-Revenue 
project. She explained that her previous boss had only limited understanding of IT 
security issues in the e-Revenue project. His approval process took longer to complete. 
As a result, Khun Tean‘s implementation process was delayed and lacked performance 
efficiencies. Under a new CTO, which was Khun Koh, Khun Tean realised that he was a 
highly proactive person who had good IT vision and understanding of the e-Revenue 
project requirements. He strived to build on her suggestions and respond to her requests. 
Thus, she considered that the leadership support was vital to lead the RD to successfully 
achieve the implementation process of the e-Revenue project. 
 
Khun Tean said that she had to establish an efficient IT security team to investigate and 
manage circumstances as they arose, including infringement of personnel confidentiality, 
fraud and counterfeit data. Khun Tean tried to ascertain the most efficient IT security 
system for keeping information in a safe place, and for protecting the tax information 
against hacking or other forms of online cybercrime. She assigned her team to design 
both an efficient IT security system and specifications for the e-Revenue project. She said 
the IT security issue had the potential to negatively impact public trust and perception of 
the e-Revenue system. She noticed if the public had confidence in the security of the e-
Revenue system data and IT applications, they would then use this system without any 
concerns. Khun Tean noted: ‗I have to set up my IT security team, which is responsible 
for designing and implementing good IT security in the RD. After the e-Revenue project 
was established, my security team worked very hard in order to protect the public and the 
Departmental information from unauthorised access or destruction‘.   
 
Among implementation processes, Khun Tean mentioned that she tried to work closely 
with her staff to solve their problems from early stages of the implementation of the e-
Revenue project. Her staff, she believed, perceived Khun Tean as one of their partners, 
with whom they could share their feelings and discuss their difficulties during their 
implementing processes. She considered that her good relationship with her staff was 
beneficial to manage the e-Revenue functional plans and to progress the e-Revenue 
project implementation more smoothly. Khun Tean said by following the e-Revenue 
functional plans, ‗I always worked with my staff as their partners. I never acted like their 
boss. So, my staff believed in my ability and management. It was easy for me to manage 
my functional plans for the IT security system in the e-Revenue project‘. 
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One month into implementing the e-Revenue project, Khun Tean realised that some parts 
of the IT security system were difficult for her team to finish without further assistance.  
She received supervisor‘s reports that her staff did not understand exactly what they had 
to do and they did not understand how the IT security system operated. Khun Tean 
understood that IT security was a new issue that some staff might not understand. So she 
decided to arrange IT security training each month at the IT centre in order to improve 
staff knowledge and understanding of IT security issues. She further explained that there 
were two main training sessions: IT security application for the IT staff, and general IT 
usage for other RD staff to avoid computer misuse and IT distraction. Along with the 
provision of some computer magazines for her uni, Khun Tean said that this increased 
staff IT knowledge. 
 
Monthly monitoring and updating of the e-Revenue system were very important in Khun 
Tean‘s opinion. She stated that she often directed her security team to control the security 
of data files and computer programs in the e-Revenue system. It was part of the 
application software they developed to constantly monitor the system. Khun Tean further 
mentioned that her team had to observe and investigate the e-Revenue system by looking 
at each e-Revenue application individually. Whenever they found any IT security 
problems, they directly reported to Khun Tean. In addition, she said her senior executives 
(Khun Sup and Khun Koh) were particularly concerned about IT capability in the e-
Revenue project. They always examined the e-Revenue system in terms of its 
effectiveness in providing data and operational processes. Khun Tean said that they 
wanted to have the full IT capability to drive the e-Revenue project successfully. She 
explained that information in the e-Revenue system required continual updating and 
correcting by the RD staff. The public had to be provided with current information and a 
modern online tax service, so that they would be satisfied and would return to use the e-
Revenue system. Khun Tean said: ‗I directed my team to monitor the e-Revenue system 
monthly. If they found any unexpected results, or unauthorised accesses, they had to 
report to their supervisors immediately. After that, I would get supervisor‘s reports later 
on. I wanted my e-Revenue system to ensure that public users felt secured‘.  
 
To ensure the smooth implementation of the e-Revenue project, Khun Tean attempted to 
develop a better IT security system in response to the e-Revenue requirements. Both the 
management of IT risk and reinforcement of the IT security plan were becoming the 
major significant roles for Khun Tean during establishment of the IT security system in 
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the e-Revenue project. Moreover, Khun Tean was fully responsible for managing IT 
security issues through upgrading the IT security applications and ensuring all computer 
hardware was physically well secured. She also stressed that with the leadership support 
from the CTO and the functional plan created by her security team were key determinants 
leading to the successful implementation of the e-Revenue project. Another significant 
task for her was to create an awareness of IT security issues through providing sufficient 
training.  Training all RD staff in the proper use of IT not only avoided IT misuse, but 
maintained data-security levels for both RD staff and the public. Therefore, key factors 
from Khun Tean‘s perspectives could be concluded in Table 6-4 below. 
 
Table 6-4 Key e-Revenue factors from Khun Tean‘s perspectives 
 
Khun Tean’s Perspectives Key Factors 
Examined IT security issues for the e-Revenue 
system 
IT Security 
Scrutinised the RD data and operation system Process 
Managed the project IT security team IT Security 
Worked closely with her team members Leadership Support 
Always asked and communicated with staff 
during all project activities    
Leadership Support 
Arranged internal meetings when any problems 
occurred.  
Leadership Support 
Encouraged staff to be trained in the field of IT 
security. 
IT Security 
Shared feeling and discussed problems with her 
staff during all project activities.  
Leadership Support 
 
6.6 Summary of middle management processes and actions in the implementation of the 
e-Revenue project  
 
Middle management the Thai Revenue Department indicated that to achieve the goals, 
directed at them by senior executives in terms of specific functional parts of the e-
Revenue project, they had to focus on the impact of organisational culture, on 
collaboration across the RD, and on technology issues. A summary of the various actions 
taken by each of middle managers in the implementation of the e-Revenue project are 
shown in Table 6-1. 
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Table 6-5 The actions of middle managers in implementation of the e-Revenue project 
 
Khun Mart 
(Database Manager) 
Khun Wat 
(IT Operation Manager) 
Khun Toom 
(IT Strategic Manager) 
Khun Tean 
(IT Security Manager) 
Similarities Differences 
Investigated the RD data 
environment 
Investigated the RD 
operational environment 
Identified technology 
requirements for the e-
Revenue project 
Examined IT security 
issues for the e-Revenue 
system 
 
Scrutinised the RD data 
and operation system 
They aimed to identify the e-
Revenue requirements and prepare 
their teams for implementation of the 
e-Revenue project.  
Had different roles and 
responsibilities in the e-Revenue 
project implementation based around 
functional requirements: 
 
Khun Mart - Database system 
Khun Wat - Computer operation 
system 
Khun Toom  –  IT resources  
(IT budgets, IT training, IT 
infrastructure) 
Khun Tean – IT security system 
Managed the project data team Managed the project IT 
operations team 
Managed the project IT 
resources team 
Managed the project IT 
security team 
Had the same objective which was to 
implement the e-Revenue project 
successfully. 
 
Started to develop all basic part of 
the e-Revenue project. 
 
 
Following the e-Revenue plans, they 
were assigned by their leaders to 
different roles and responsibilities of 
different functional parts the e-
Revenue project. 
 
Khun Mart – the e-Revenue database 
system 
Khun Wat – the e-Revenue operating 
system 
Khun Toom – IT infrastructure for 
the e-Revenue system 
Khun Tean – the e-Revenue security 
system. 
 
Worked closely with her team 
members 
Worked closely with his 
team members 
Worked closely with her 
team members 
Worked closely with her 
team members 
Tried to work closely with their team 
members in order to be involved with 
their staff‘s implementation 
processes and in identifying and 
solving project problems. 
 
If any problems occurred, they could 
quickly help their staff.  
Controlled different supervisors in 
the e-Revenue project 
implementation.  
 
Khun Mart – Data supervisors 
Khun Wat – Operation supervisors 
Khun Toom – IT training and IT 
network supervisors 
Khun Tean – IT security supervisors 
Kept her team members 
informed of plans related to the 
e-Revenue project 
Conveyed clearly the e-
Revenue plans to his team 
Assigned work 
responsibilities in her 
team members 
Presented ideas clearly and 
concisely 
Wanted their staff to be clear about 
the e-Revenue plans before starting 
the e-Revenue project 
implementation eg as an IT manager, 
Khun Toom believed her staff had 
sufficient IT knowledge to 
understand what the e-Revenue 
project was. Then, she decided to 
give them particular roles and 
responsibilities in the e-Revenue 
project. 
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Shared and discussed issues 
with her supervisors in order to 
find the best solutions 
 
Provided activity for staff 
participation 
Encouraged supervisors 
to participate in staff 
work processes and to 
solve staff problems 
Always asked and 
communicated with staff 
during all project activities 
 
Aimed to enhance each staff 
member‘s participation in the 
Department implementation process. 
 
Listened and accepted staff ideas or 
suggestions about the e-Revenue 
project.   
 
Had different supervisors to control 
in the e-Revenue project. 
 
Khun Mart – Data supervisors 
Khun Wat- Operation supervisors 
Khun Toom – IT supervisors 
Khun Tean – IT security supervisors 
Arranged monthly internal 
meeting 
Meeting face-to-face 
monthly 
Meeting more frequently 
in the first three month 
Arranged internal meetings 
when any problems 
occurred.  
Wanted to investigate staff 
implementation tasks and examine 
the project progress closely and 
regularly. 
 
Aimed to assist their team members 
to solve problems or concerns in the 
e-Revenue project implementation.  
 
 
Employed different management 
tools, such as meeting, discussion 
and conversation, to listen to staff 
problems in the e-Revenue project 
implementation. 
 
Had different meeting purposes 
depended on their current project 
situations, such as brainstorming 
ideas, discussing problems and 
finding out solutions. 
 
Encouraged staff to be trained 
in the field of IT  
Encouraged staff to attend e-
government seminars or 
courses 
Arranged IT training 
programs for the RD 
Encouraged staff to be 
trained in the field of IT 
security. 
Tried to develop their team members 
to become qualified IT staff, working 
efficiently in the e-Revenue project  
Encouraged staff to be trained in 
different fields of technology; 
including database management, IT 
programming, IT networking and IT 
security. 
Not defined Not defined 
 
 
Provided the financial 
plans for IT resources 
Not defined Were not involved with the financial 
plans for the e-Revenue project. 
As an IT manager, Khun Toom 
directly involved with the financial 
plans for the e-Revenue project. 
 
She had to help the CTO to distribute 
enough IT budget for every RD 
divisions.  
Explained how each team 
member was important to the e-
Revenue project 
implementation  
 
Encouraged team members to 
help each other 
Created collaborative 
environment in his division 
Provided specific 
timeframe for her staff 
 
Fast reactions to staff‘s 
requirements 
Shared feeling and 
discussed problems with 
her staff during all project 
activities.  
Aimed to have close relationship 
with their team members.  
 
Assisted their teams to have smooth 
implementation of the e-Revenue 
project. 
Used different visions and techniques 
to manage their team succeeded the 
e-Revenue project implementation.  
 
Khun Mart - Tried to make 
individual staff understand that they 
were each important to the e-
Revenue project implementation. 
The e-Revenue project could not be 
successful if the RD did not have all 
of them. 
 
Khun Wat - Wanted their team 
members to work in a collaborative 
environment and help each other to 
achieve the e-Revenue objectives. 
 
Khun Toom  
 
- Reminded her staff to finish their 
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project tasks on time. 
 
- Activated staff‘s responses quickly 
because she did not want her 
approvals to be their obstacles in the 
e-Revenue project. She realised that 
they could not continually worked if 
they did not get her agreements.  
 
Khun Tean - Always worked with 
staff as their partners. She managed 
her functional plans and 
implemented the e-Revenue security 
system smoothly. 
  
IN SUMMARY 
Focus on  
 
- Followed and directly 
reported to the CIO 
- Motivated staff by inviting 
outside guest speakers to 
narrate their e-government 
experiences.  
- Provided opportunities for 
supervisors to anticipate and 
share their ideas in the e-
Revenue project 
implementation 
- Created close relationships 
with her team members.  
- Instilled each staff member 
with a belief that they each 
were of value to the e-Revenue 
project 
 
 
 
Focus on  
 
- Followed and directly 
reported to the COO 
-  Provided meetings for 
team members to discuss 
and share their problems 
- Allowed supervisors to 
control their teams 
- Established performance 
goals in the e-Revenue 
project 
 
Focus on  
 
- Followed and directly 
reported to the CTO  
- Encouraged supervisors 
to participate in staff 
work processes and to 
solve staff‘s problems. 
- Approved project needs 
in a timely manner 
- Provided time-frames 
for her team members 
- Trained current staff to 
become qualified IT staff 
Focus on  
 
- Followed and directly 
reported to the CTO 
- Considered staff‘s ideas 
and suggestions about the 
e-Revenue project 
implementation 
-Provided staff 
performance feedback  
-Worked closely with her 
team members.   
 
Key points 
 
The RD managers were middle 
managers between the RD senior 
executives and the operational staff. 
These managers had to send reports 
to their senior executives once they 
had received operational reports from 
their supervisors.  
 
They were responsible for creating 
their functional plans and followed 
their senior executives‘ directives.  
 
These Department managers had to 
ensure that they conveyed the e-
Revenue strategic plans clearly in 
order to evade misinterpretations 
among their teams.  
 
They tried to work closely with their 
team members in order to know what 
the actual project situations were. If 
any problems occurred, they could 
help their team members to solve 
their difficulties.  They used 
meetings to discuss and share ideas 
with their team members. 
Key points 
 
Because they were controlled by 
different senior executives, they were 
responsible in different areas of the 
e-Revenue project, such as data, 
technology and security. 
 
They had different visions and 
background. Then, they used 
different tools and techniques to 
control their team in different ways. 
 
For example; 
 
Khun Mart – Used outside experts to 
tell the stories 
Khun Wat – Empowered his 
supervisors to control their team 
members. 
Khun Toom – Responded to staff‘s 
requirements quickly. 
Khun Tean – Consulted with a 
lecturer from Thailand‗s public 
university if having any security 
problems. 
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Because the CEO aimed to develop the RD as the leading IT-based organisation in the 
RTG, the RD managers had to cope with organisational changes as a result of the needs 
for a successful implementation of the e-Revenue project. These changes included effects 
on organisational culture, work processes and the work environment. It was essential to 
investigate particular middle management experiences in order to gain a better 
understanding of how they controlled their development teams to implement the e-
Revenue project successfully, according to e-Revenue project plans. Just understanding 
the role and directions of the senior executives alone does not offer a full enough 
understanding of how successful e-government projects can happen. This chapter has 
shown that by drilling down a further level, away from plans and policy to operational 
management, different issues arose and different action was taken to ensure success.  
 
As the RD was hierarchically structured, the decision making processes were initiated by 
the senior management and passed down to the next management level. The hierarchy of 
each RD management level decentralised power to the RD managers in terms of 
controlling their development teams to follow the e-Revenue plans and to achieve the e-
Revenue proejct‘s objectives. Each manager at this secondary level had different roles 
and responsibilities to the senior executives in the implementation of the e-Revenue 
project. The significant role of the middle management was not only to ensure 
collaboration among the senior management and the operational staff, but also to ensure 
the e-Revenue project‘s outcomes were achieved operationally. To successfully 
implement the e-Revenue project, required the RD managers who were able to efficiently 
convey the e-Revenue plans and to ensure their development teams correctly operated 
electronic processes. The RD managers identified the e-Revenue project as a process of 
reproduction and transformation of the Departmental operations. The establishment of IT 
policy was also viewed as a part of government learning online process in the RD. The 
RD managers administered their operational staff by employing concepts common in 
Thai culture in its hierarchical form: domination, subordination and equivalence.  
 
In this case study, the middle management received senior management directives to 
control their development teams to follow the plans of the e-Revenue project. They 
accepted the senior management directives, passed them down to the supervisor level and 
the RD staff, using follow up procedures in order to manage the e-Revenue project. 
Nonetheless, the effect of senior directives might have been to limit their RD staff‘s 
freedoms of choices. The RD managers, therefore, had to create their own functional 
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plans for the e-Revenue project and they had to motivate operational staff to adopt the 
use of IT in their work processes. Obtaining further official authorities from their senior 
executives, RD middle management oversaw organisational resources within their 
divisions, including finance, human resources and equipment, also effectively controlling 
their operational staff to implement the e-Revenue project.  
 
From the middle managers‘ perspectives, the RD staff could be recognised as a human 
resource which became one of significant organisation resources of the RD. The role of 
individual staff was to follow the project plans, to operate the e-Revenue system and to 
translate the project into real action. Each RD staff member had their own personalities 
and habits. The transformation of the RD operating system led to the evolution of 
Department-wide changes to work process from paper-based to electronic workplace 
methodologies. When the e-Revenue project was established in the RD, the middle 
managers had to encourage their operational staff to be trained to become IT-qualified in 
order to cope with the changes, including the database system, departmental operations 
and staff work processes.  
 
The managers mentioned that sometimes they had to pressure their staff to adopt a new 
IT innovation, like the e-Revenue project in the RD. This change might create conflicts 
with some RD staff attitudes and with traditional norms. After implementing the e-
Revenue project for one month, the RD managers decided to work closely with their 
teams, to anticipate staff problems in order to avoid any conflicts and resistance to the e-
Revenue project implementation. They also called internal meetings with their 
supervisors in order to clarify the e-Revenue project requirements and functional plans. It 
was helpful to get agreements between the RD managers and their operational staff 
before putting these plans into actual team actions.   
 
Within the RD culture, the managers further tried to encourage their staff to work as a 
collective team and to create collaborative work environments within their divisions. 
They realised that this collaboration was also vital to communications and cooperation 
among their team members. In the RD, the relationship between the middle managers and 
their operational staff was very close. Because the middle managers tried to provide 
opportunities for the operational staff to share and to discuss their ideas in the internal 
meeting as explained previously, the operational staff could feel their mangers liked 
cooperative partners, not their bosses. Finally, the middle managers and their operational 
    207 
staff were willing to help each other to implement the e-Revenue project following the 
plans. 
 
When implementing the e-Revenue project, the middle management level understood the 
central role of technology. The RD mangers tried to investigate existing organisational 
resources and to prepare all IT requirements for the e-Revenue project, such as IT 
budgets, IT infrastructure and IT training at the beginning of the implementation process. 
Khun Mart, Khun Wat, Khun Toom and Khun Tean encouraged their staff to attend IT 
training courses at the IT centre. If they received any project problems or concerns from 
their operational staff, they would report directly to their senior executives. Also, Khun 
Toom realised that approving the project requirements in a timely manner was beneficial 
to facilitate her IT development team to implement the e-Revenue project smoothly and 
quickly.  
 
While overseeing the e-Revenue work, the Department managers became concerned 
about IT security, IT capability and IT reliability in the e-Revenue system. Since all the 
tax data had to be kept confidential in a secured place or database, IT security issues had 
a significant impact on the public confidence of the e-Revenue systems and services. 
From the middle managers‘ points of view, the RD seriously addressed this IT security 
issue in order to positively gain trust from both the public and the RD staff. Finally, an IT 
security manager had to select current qualified IT staff to be part of the IT security team 
handling this particular issue in the e-Revenue project.  
 
The roles of RD managers focused mainly on maintaining and improving the IT 
capability of the e-Revenue project. They had to make the plans and objectives developed 
at the senior executive level become operationalised. Success was not relaiant only on 
plans and goals or the policy handed to the RD by the RTG. There was a key level of 
‗making it work‘ required for success to happen. To optimise the tax process, each 
Department manager had his/her own role and responsibility to construct the e-Revenue 
functional plan to cope with the changes in both the organisation culture and the work 
process. These e-Revenue functional plans had the same aims: to improve the tax 
processes and to provide effective services to the public in particular. Finally, the RD 
managers arranged monthly team meetings with the aim of closely monitoring their 
team‘s implementing process, solving any staff‘s difficulties, and following up the 
progress of the e-Revenue implementation within their divisions. 
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6.7 Conclusion 
 
This chapter has outlined the experiences and perceptions of four middle managers 
involved in the e-Revenue project implementation. Their stories detailed a range of 
practices in IT project management and IT project preparation. Each story described 
middle managers‘ approaches and tactics used to manage their individual teams and 
implement the e-Revenue project across different functions. In this context, middle 
mangers were directly involved in the changes of organisational behaviour and staff 
performance derived from the e-Revenue project implementation. More significantly, 
these middle managers were mainly responsible for transmitting executive objectives and 
project plans to supervisors and their staff. Therefore, the middle managers played 
important roles, not only to increase the collaboration between the senior executives and 
supervisors, but also to push the successful implementation of the e-Revenue project. The 
following chapter will describe the experiences and stories of four supervisors in the 
implementation of the e-Revenue project.  
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Chapter 7 THE e-Revenue PROJECT - THAI SUPERVISOR EXPERIENCES 
 
7.1 Introduction 
 
The previous chapters have examined senior and middle management perceptions in 
this exploration of what issues impacted on success of the e-Revenue project in 
Thailand. This chapter outlines an analysis of data collected from supervisors in 
different sections of the RD. The research findings are interpreted on the basis of 
interview data that outlines the supervisory procedures used in the e-Revenue project 
reveals the success factors through supervisory concerns and the lessons they learned. 
There are four sections that outline their stories, strategic management processes, their 
success factors and the discussion of supervisory e-Revenue development and 
implementation in the RD.  
 
The supervisory management of Thailand‘s public sector staff was the last link between 
the objectives of e-Government policy and management objectives and the real actions 
by staff in their daily operations. The supervisor is a key person who is in charge of 
assigning certain functions and giving ongoing advice to the staff. This management 
level had to ensure that the staff were sufficiently equipped with necessary knowledge, 
skills and tools in order to efficiently perform their jobs. Working closely with their 
group, the supervisor had to monitor their staff‘s routine jobs and regularly report to the 
middle management group (the focus in Chapter 6). More significantly, the major roles 
and responsibilities of the supervisory managers were to transform the e-Revenue 
functional plan into real actions with aims of achieving the project‘s objectives and 
achieve its implementation. Their roles were to develop the functional plans to construct 
the implementation process, particularly during the time of this study, for the e-Revenue 
project. Through supervising and monitoring their staff work processes, the supervisors 
played a significant role in changing the work process that lead to successfully putting 
the implementation of the e-Revenue system in place.  
 
Similar to the interview criteria for senior executives and middle managers, the 
selection of four interviewees from supervisory management was based on their 
participation as either: (a) a practitioner in the e-Revenue project; (b) a developer of the 
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e-Revenue project in the RD; or (c) an implementer of institutional IT policy and 
practice related to the e-Revenue project in the RD. All four supervisors interviewed in 
this research were directly involved with implementation process of the e-Revenue 
project in the RD (Figure 5-2).  
7.2 Khun Nart (Database Supervisor) 
 
Khun Nart was a database supervisor in the RD. She was responsible for managing RD 
taxpayer information and developing the processes necessary to ensure the integrity of 
the RD database. Khun Nart‘s section was known as ‗the section of taxpayers‘ 
Identification Numbers‘. She explained that her section was involved in assigning a 
particular number to a taxpayer and categorising his/her information in the 
Departmental records. Individual information was well-organised and maintained in a 
reliable RD database system. Other RD divisions would use this ID number allocated by 
her section to be a taxpayer‘s reference in the tax collection system. Khun Nart said 
there were ten staff in her section, with good database management and programming 
skills, such as Oracle, SQL and Window NT. She regularly monitored their work 
activities and reported to a database manager (Khun Mart) in the RD. 
 
Khun Nart was part of a data development team in the e-Revenue project. She used her 
IT knowledge and tax experience to manage the e-Revenue database system. Khun Nart 
stated before the e-Revenue project was established, her staff manually recorded 
taxpayers‘ data on paper and assigned a particular reference number in the tax collection 
system. They spent an hour to finish 10 records. When the e-Revenue database system 
began, Khun Nart mentioned that staff work processes were changed and they used 
database software and computers to perform data tasks. Eventually, they could complete 
10 data records in 15 minutes.  
 
Khun Nart further mentioned that her section was vital in handling the tax collection 
data and providing software support for the e-Revenue database system. Her staff had to 
incorporate individual taxpayer information into the electronic files using computers 
and database software. At the time of the interview, she stated that, when a citizen 
registered to become an online taxpayer in the e-Revenue system, he or she would 
receive an ID number automatically. The e-Revenue database system would use this ID 
number to distinguish an individual‘s details.  
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The actual roles and database tasks of Khun Nart were embedded in the e-Revenue 
Project and are shown in Figure 7-1. 
 
Figure 7-1 Work structure of Khun Nart 
 
 
 
 
Khun Nart explained that it was very important that she first identified and understood 
the database requirements before beginning the implementation stage of the e-Revenue 
project. Khun Nart spent some time reading and researching what the database manager 
wanted her to do and what the expected results should be. From Khun Nart‘s 
perspective, the senior executives influenced the directions and strategies of the 
Department. The project plans communicated the strategies and processes that staff had 
to follow. If the executives did not support implementation of the e-Revenue project, 
staff would not be able to develop or conduct the e-Revenue tasks in the RD. She said: 
‗It was vital that IT policy supported and encouraged the Departmental staff to use a 
technological tool as the main device in the Revenue Department, and to compel 
everyone to change their customs and become familiar with the electronic processes‘.  
 
Khun Nart experienced problems dealing with the reform of work processes in her 
database section. She stated that there were two groups of staff who worked in her 
section. The first group of staff always used the old work styles and processes, they 
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methodology. Despite the fact that Khun Nart sought to convince them of the benefits of 
new methods, they still wanted to work according to the old methods. Generally, Khun 
Nart said, these staff worked in the database division and had been using the same work 
processes for a long time.  It was very difficult for her dealing with these staff.  
 
The second group of staff was of the younger generation and was keen to continually try 
new things. Commonly, these staff had just graduated and already knew the benefits of 
information technology. When Khun Nart approached them with her new methodology, 
they showed interest, learned quickly and paid attention to the details. Khun Nart stated 
that it was easy to deal with this group and she spent less time explaining or clarifying 
descriptions with them, noting: ‗There were two groups of staff in my divisions I 
wanted to call ‗old age‘ and ‗young age‘. It was hard to deal with old ages more than 
young ages. After I realised these concerns, I had to adjust my thinking and employ 
different techniques in order to resolve these matters‘.  
 
Once Khun Nart identified certain issues regarding the reform of work processes, she 
started to gradually change staff operations. She said that she decided to implement the 
new technology operations slowly and provided clear descriptions of the new systems to 
her staff before restructuring staff duties. She started this action with the younger 
generation staff because it was easier to coordinate the new electronic processes and 
clarify the description of the e-Revenue database system with them. Khun Nart 
continued in this way for two weeks, ignoring the other, ‗old age‘ group who still 
utilised the old style processes. Khun Nart mentioned that the younger staff were able to 
work faster and more effectively than the ‗old age‘ group. She said: ‗After the ‗old age‘ 
saw the operation of the ‗young age‘, they came to me saying that they wanted to use 
the computerised method in their tasks. They told me that they did not want to be 
separate from others. This was a good sign of acceptance of the new reform of work 
process in my database section‘. Khun Nart realised that the reform of work processes 
enabled her staff to increase their productivity and to improve data service delivery to 
the public. She said: ‗In the Revenue Department, we conducted the seminars and 
workshops about e-government issues monthly. My leaders aimed to encourage staff to 
accept the e-Revenue project. It was important to make them believe that the 
transformation to electronic methodology was possible‘. 
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Khun Nart emphasised that staff‘s responsiveness was important during the 
implementation process, as this was needed to ensure the acceptability of the e-Revenue 
project inside the RD. Khun Nart said that, if the RD staff achieved positive results from 
the trial of the new technologies in their own work environments, the e-Revenue project 
would be more easily adapted and implemented across all Departmental operations. 
Khun Nart stated that, in general, the organisational culture of the RD was based on 
electronically driven methods. The CIO and other RD senior executives focused on the 
use of technology processes and the related benefits, supported sufficient budget and 
pushed staff to use technology in their jobs. These matters thus supported the adoption 
and implementation of the e-Revenue project.  
 
Khun Nart also recounted how the old organisational culture was overly complex and 
cumbersome, that staff spent too much time completing their tasks and used too much 
paper in their work functions. Once such practices were reformed, the RD achieved 
better outcomes and performance. She said: ‗Before the e-Revenue project was 
established, my organisational culture was changed by the management level. They 
attempted to push everyone to become familiar with the computer. They started to build 
an internal communication system, called the ‗intranet‘ for communicating within the 
Department. Consequently, once the e-Revenue system had been introduced, staff 
would not feel resistance and be defiant. They already believed in the power and 
benefits of computerised system‘. 
 
Within Khun Nart‘s work environment, after the initial resistance, each staff had their 
own computer to carry out their work tasks and were already familiar with electronic 
processes. Khun Nart insisted that at the time of interview the computerised systems 
influenced everyone. If the network was down, staff could not do anything and had to 
wait until the network was fixed and again available. On the other hand, Khun Nart 
added that the ICT-based organisational culture assisted the RD to save on money, 
paper and staffing. She further stated that the RD had developed an excellent e-Revenue 
project plan for collaboration among RD divisions and to combine public services both 
internally and externally.  
 
During the implementation process, the relationship between Khun Nart and other RD 
divisions was very close. Khun Nart‘s section was responsible for dealing with tax 
database system and formats. Khun Nart explained that each RD division had to use 
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individuals‘ ID numbers from her section to undertake their processes aimed at 
investigating and examining taxpayers‘ details. Khun Nart explained that the internal 
collaboration was very helpful to her job, as she could save time and perform many 
tasks simultaneously. Furthermore, as the information standards were the same, it was 
easy for the RD staff to search or inspect taxpayers‘ information. She said: ‗The good 
collaboration would help the implementation process to work faster and easier than non-
collaboration. All divisions could save their time and have less process than before‘.  
 
In terms of external collaboration, Khun Nart explained how the e-Revenue project had 
established good connections with other financial institutions and banks. At the 
beginning of the e-Revenue project process, external collaboration was very difficult to 
establish because each agency had its own data and applications and did not want to 
share information or processes. However, the e-Revenue project changed their ideas on 
this issue, and financial institutions and banks were soon looking to combine their 
services with the e-Revenue project as they came to understand the advantages of 
external collaboration in many areas. For example, they could check individual 
information against that held in the government database, which was reliable and 
secure. In this way they could also save time and staff efforts by not having to repeat the 
same processes as the Revenue Department did. Then, the RD and external agencies 
achieved a smooth adoption and implementation of the e-Revenue project with good 
outcomes. 
 
Khun Nart generally focused on leadership support, financial support, organisational 
culture, work reform, and both internal and external collaboration. In response to the e-
Revenue functional plans from her database manager, Khun Nart attempted to transform 
the functional plans into her staff‘s actions by changing the work process from paper to 
online-process. Significantly, she aimed not only to maximise the capacity of current 
database system, but also to increase productivity of the online-tax ID number, so as to 
provide a faster, better service delivery to the public. Then, she asked her database 
development team to develop and to manage the information of all taxpayers more 
efficiency. Dealing with the changes in staff work process, Khun Nart inevitably faced 
her group‘s different work environment distinguishing between ‗old-age‘ and ‗young-
age‘ staff, and their resultant varying behaviours. Consequently, she had to use different 
management approaches to deal with different groups of staff in order to achieve the e-
Revenue database implementation. In essence she had to take the broad policy and 
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adapt it to the specifics of each group responsible for it implementation. Therefore, key 
factors from Khun Nart‘s perspectives could be concluded in Table 7-1 below. 
 
Table 7-1 Key e-Revenue factors from Khun Nart‘s perspectives 
 
Khun Nart’s Perspectives Key Factors 
Categorised taxpayer‘s information in the 
Departmental records of the e-Revenue database 
system 
Process 
Assigned an ID number to individual taxpayer 
in the e-Revenue database system 
Process 
Helped other RD divisions to obtain information 
in the e-Revenue database system 
Collaboration 
Received adequate budget to develop the e-
Revenue database system 
Financial Support 
Leadership Support 
Had good collaboration with banks and 
financial institutions in order to exchange public 
data 
Collaboration 
Explained clear descriptions of the new 
database system to her staff 
Leadership Support 
Monitored database staff‗s work activities Leadership Support 
 
7.3 Khun Korn (IT Application Supervisor) 
 
Khun Korn was an IT applications supervisor in the RD. She had been in this position 
for 10 years. She was responsible for specifying, implementing, installing and 
configuring new electronic applications to ensure that their outcomes and capacity met 
the needs of the Departmental objectives, through liaising with the RD management, 
staff and the public where necessary. Khun Korn had a significant background in 
programming and education in the information and communications field. She stated 
that she had to manage her section, guarantee the accuracy and completeness of the 
Departmental operating system and report her section‘s progress to Khun Wat (an IT 
operations manager). The management team chart of the e-Revenue project was 
displayed in Figure 5-2. Her staff were required to write programs to deal with a 
particular task, such as a program to calculate tax payment within the RD. They further 
modified existing packaged software or customised basic applications that were 
regularly bought from software vendors. She noted: ‗Now I have seven application 
programmers and  four system programmers in my section which can help me to work 
and maintain good electronic tax applications in the e-Revenue project with high 
efficiency and reliability‘.  
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From her programming experience, Khun Korn realised that a successful programmer 
needed to work with others in a team atmosphere and enjoy maintaining code to meet 
changing Departmental needs. Aiming to create a friendly work environment in her 
section, Khun Korn explained that she got her staff to work in groups. The number of 
staff in a group depended on the extent and difficulty of the required software coding. 
For example, there were four application programmers and two system programmers 
working in the database management system of the e-Revenue project. Khun Korn 
further explained that this group had to convert the existing data format into a logical 
series of instructions that the computer could follow; it also had to work with Khun 
Nart‘s section. She said: ‗For the database management system, I selected the staff, who 
was able to write SQL programming language, to work with Khun Nart‘s section. They 
had to help Khun Nart (database supervisor) create the data format used in the e-
Revenue system‘.  
 
Khun Korn‘s work responsibilities in the e-Revenue Project are displayed in Figure 7-2.  
 
Figure 7-2 Work structure of Khun Korn 
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and RD management agreement to direct the RD staff in the successful implementation 
of the e-Revenue project. However, sometimes she felt uncertain as to what she had to 
do, in which case she would go back to read the e-Revenue plans in order to ensure that 
she was taking the appropriate path to achieve the desired project outcomes. Khun Korn 
said: ‗For the e-Revenue project, we received good plans and IT strategies from our 
management people. We followed them in order to know exactly what we had to do in 
our project tasks‘. 
 
Khun Korn claimed that leaders needed to support and supply an adequate budget for 
the e-Revenue project implementation. Adequate financial support was important, not 
only for replacing old equipment, but also for designing the new applications of the e-
Revenue system. In terms of the electronic system, suitable IT hardware and software 
was required to operate and run the functions. Because some tools with high-level 
specifications and features were expensive, Khun Korn had to request more money from 
her IT operation manager to buy these tools: ‗It was important to get enough budget to 
buy the new hardware and software in order to operate efficiently and correctly. We had 
a budget which was arranged by my manager to replace outdated computers or servers. 
However, these depended on the priority and need for that equipment‘. 
 
In Khun Korn‘s experience, it was difficult to operate and implement the new system 
when the necessary budget was lacking. Every stage of implementation needed financial 
support to assist in achieving the goal. On the other hand, the level of financial support 
for each division relied on the judgements and decisions of the leadership. She 
mentioned that it was fortunate that the COO and her manager understood the financial 
concern.  
 
Khun Korn said that much IT programming had to be developed for the e-Revenue 
system, but her IT operations division lacked qualified programmers. Then, her 
manager decided to hire subcontractors to assist current IT staff in writing programs for 
the e-Revenue system. When the tender process began, Khun Korn examined the 
qualifications and experience of each subcontractor in light of the organisation‘s 
specific requirements and concerns. She said: ‗The tender process took about one month 
as it was vital to choose the right subcontractor for the programming job. I selected the 
one that had good experience in IT programming and was used to working with the 
government sector‘.  
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Once Khun Korn advised her IT manager of her chosen contractor, the implementation 
process of the e-Revenue project began immediately. Khun Korn claimed that 
maintaining a good relationship and communication with the subcontractor was 
essential in the initial stage of implementation. If the communication was not good, the 
subcontractor might not obtain the right information or requirements from her team, and 
the implementation process could be delayed. Then, Khun Korn and her team worked 
closely with their subcontractor in order to obtain the best results. She noted:  ‗Using 
the subcontractor could help the e-Revenue project to implement more quickly. We 
could save time and human resources on this process. Also, the subcontractor would 
have experience more than us and they were already familiar with the new electronic 
process. However, the relationship and communication with them were important to get 
exactly what we wanted‘. 
 
Throughout the implementation of the e-Revenue project, Khun Korn faced some 
difficulties regarding data standards. In the past, the data across the RD did not share 
any common pattern and was difficult to organise, even if it was in the same format. 
Khun Korn added that workers did not have any data templates to use in the handling of 
taxation information. It was essential to rearrange the data management and storage 
methods and to identify suitable formats that would fit with the current processes and 
applications. Consequently, Khun Korn‘s team began to communicate with Khun Nart 
(database supervisor) in order to determine the best data format and to implement a data 
sharing system across the Departmental operations system. She said: ‗I got some data 
requirements from the subcontractor. I had to contact Khun Nart in order to find out the 
data structure that fitted with IT operating system in the e-Revenue project. She sent me 
the data format in one month later after she finished with creating data format used in 
the e-Revenue project‘.  
 
Khun Korn mentioned this as an example of the necessity to develop collaboration 
among government agencies, which could assist the e-Revenue project to achieve the 
RD objectives. Across the Departmental operations system, Khun Korn realised that 
each RD division undertook their own efforts to undertake and complete daily tasks, 
and had their own separate database system and formats for managing data and 
documents, shared through the intranet. Each RD division operated its own processes to 
run specific IT applications in the Departmental system. She noted: ‗The collaboration 
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among the Departmental divisions could help the e-Revenue project to be successful in 
the short time‘. 
 
Khun Korn explained that the data sharing system had a server that stored all data used 
in the Department and communicated over the Local Area Network (LAN). All data 
was secure and consistent in format. The data sharing system in the e-Revenue project 
assisted the RD to enhance the efficiency of its performance and to reduce unnecessary 
time and effort staff spent on work tasks, she said. Moreover, data sharing would 
promote teamwork throughout the RD, and she said that whenever any RD divisions 
needed to use any such data, they could simply download it from the RD data sharing 
system. This ensured that all RD divisions would have same data format which 
improved efficiency and reliability across the Departmental operating system. 
 
Therefore, the development of the data sharing system and unified coding format 
became the most significant task for Khun Korn and her IT application team to proceed 
during the implementing process of the e-Revenue project. Her main responsibilities 
also were to provide a universal IT application that could be suitably installed and used 
throughout the RD in particular. From her perspective on the e-Revenue implementation 
issues, Khun Korn attempted to create a friendly work environment and encourage her 
staff to work as a team. She also stressed that the IT budget and financial support from 
the executives were vital to develop the data sharing system which had to consider the 
future requirements of its capacity. Therefore, her major task was to ensure all 
Departmental IT applications proceeded in the same way, particularly within the same 
applicable format to support all tax information for staff‘s daily operations.  To ensure 
the smooth implementation of the e-Revenue project, Khun Korn closely monitored her 
staff‘s tasks and reported the progress to her manager regularly. Therefore, key factors 
from Khun Korn‘s perspectives could be concluded in Table 7-2 below. 
 
Table 7-2 Key e-Revenue factors from Khun Korn‘s perpectives 
 
Khun Korn’s Perspectives Key Factors 
Developed technology applications to support 
the tax collection system in the e-Revenue 
project 
Process 
Wrote programs to deal with IT operating 
system 
Process 
 
Helped staff from other RD divisions to use IT 
operating systems in the RD. 
Leadership Support 
Collected sufficient budget to hire 
subcontractors 
Financial Support 
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7.4 Khun Jit (IT Network Supervisor) 
 
Khun Jit was the IT network supervisor at the Revenue Department IT centre. Her main 
responsibilities were to provide the day-to-day technical supervision of IT 
infrastructure, to guarantee the network remained fully functional, to troubleshoot any 
reported problems, and to install the new hardware and a system that logs analysis for 
the Department operations. Khun Jit was officially appointed to be part of Khun Toom‗s 
technology management team in the e-Revenue project implementation (the e-Revenue 
project team chart was shown in Figure 5-2). From Khun Jit‘s previous work, her IT 
manager (Khun Toom) said that she had strong IT infrastructure skills and could deal 
with unexpected IT problems, particularly in Department infrastructure and network 
systems, such as unauthorised changes to equipment, network and IT operating systems. 
There were, in fact, ten qualified IT staff in Khun Jit‗s network team: four network 
administrators, four IT systems analysts and two technical support staff. She noted: ‗I 
recruited my team by looking at their technical backgrounds and experience in the field 
of information systems, networking and infrastructure. Certain staff were good at 
network programming, while others were good at installing physical hardware. I wanted 
to use their varied technological skills to maintain good IT infrastructure and network 
system in the Revenue Department‘.  
 
In the e-Revenue project, Khun Jit was a network and infrastructure team leader who set 
up the internet, telecommunications systems and landlines that formed part of the e-
Revenue project operations system. Her team was principally responsible for providing 
good IT infrastructure, managing IT system performance, and solving technical 
enquires in the e-Revenue system, which chiefly involved the computerised networks 
and workstations used to access, distribute and utilise digital information. Her work 
responsibilities in the e-Revenue project are displayed in Figure 7-3.  
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                                   Figure 7-3 Work structure of Khun Jit 
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was afraid that Khun Toom (her IT manager) would not approve these requests. Then, 
Khun Jit decided to call a section meeting in her team in order to find a more cost-
effective way of using the budget. After meeting for three hours, Khun Jit reported that 
her network team initially decided to buy only three main IT servers during the 
implementation processes. She explained that the e-Revenue system ran many complex 
applications and generated large quantities of information. Thus, it required a high-
speed network and efficient servers to manage and to effectively perform both the e-
Revenue database system and network applications. She noted: ‗I summarised these 
difficulties and passed details through to my IT manager (Khun Toom). I explained that 
we needed to increase the speed of leased lines and had to order new network 
equipment in order to ensure adequate levels of IT reliability and quality of the e-
Revenue system‘.  
 
Sometimes the delay of government approval process presented Khun Jit with more 
difficulties. From her previous government experience working with other departments 
of the Finance Ministry, she stressed that the government approval process took a long 
time and had many complex approval stages. When Khun Jit sent her requests regarding 
the specifications of computers and servers to her leaders at that time, it took a long 
time to obtain an approval authorisation; yet in the meantime technology was rapidly 
changing. Then, when she finally received approval from her leaders, her specifications 
and prices might be no longer available or out of date, she explained: ‗In the 
authoritative process of the Royal Thai Government, it took a long time to get the 
leadership approvals…technology could change daily...I had to revise my proposal 
again which caused a delay in my implementation process. I could not solve this 
problem by myself‘. 
 
In contrast, Khun Jit expressed her view that in the e-Revenue project she received the 
leaders‘ approvals in a timely manner. Because her current IT manager (Khun Toom) 
understood this delay problem, Khun Toom tried to quickly respond to her staff 
requirements. Khun Jit stated that after she sent her IT Manager requests to get budget 
to buy new network equipment, it took only one week to get Khun Toom‘s approval to 
have new IT servers. With this leadership and financial support, Khun Jit said it helped 
the e-Revenue implementation process to be faster and smoother, compared with the 
traditional lead-time for budget approval.  Khun Jit also said that, after receiving 
financial support from Khun Toom, in one month Khun Jit and her team had installed 
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new IT equipment to improve all existing Departmental infrastructure and network 
systems. After installing this new IT equipment, Khun Jit also noted that the speed of 
the leased line was three times faster than before. She said that the Department staff 
were happy, ‗…and I did not get any more complaints about the low speed network 
anymore‘. 
 
From Khun Jit‘s work experience, she mentioned that this leadership support was 
essential to her work processes and actions in the e-Revenue project. She insisted that 
the leadership and enthusiasm of her leaders, plus their financial support had enabled 
her team to implement an efficient IT infrastructure and network system for the e-
Revenue project. Khun Jit stated that the e-Revenue project had been fully supported by 
both the RD senior executive and middle managers because these leaders understood 
the concepts and realised the advantages of the e-Revenue project. Both senior and 
middle management leaders tried to manage this organisational transformation and 
especially provided IT strategies and project plans that guided Khun Jit and her team to 
more efficiently develop the e-Revenue implementation process.  
 
Khun Jit‘s said: ‗My staff and I were very eager because we knew that all Departmental 
management had spent a lot of time, money and effort to implement the e-Revenue 
project efficiently with the aim of becoming the most successful e-government 
initiative. They wanted us to work less but achieve better outcomes‘. Khun Jit explained 
that her staff were very enthusiastic to implement the e-Revenue project because her 
team recognised how much effort their leaders had put into this project and how much 
the e-Revenue project helped them to improve their daily work. She further realised that 
the CEO and other senior executives made the e-Revenue project a precedent and 
developed helpful guidelines for the RD staff in the adoption and implementation of the 
e-Revenue project. 
 
However, Khun Jit faced more problems when the Departmental operations system was 
significantly restructured. This modification of Departmental processes impacted on the 
organisational culture. Khun Jit further explained that the previous organisational 
culture relied upon a paper-based workflow; additionally most RD staff did not initially 
embrace the electronic system in their tasks. Nonetheless, the modifications to IT 
specifications were vital, and dramatically improved both the way data was stored in the 
system and the way staff‘s tasks were performed. As Khun Jit worked in the IT centre, 
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she did not have to significantly change her work processes as she was already familiar 
with the use of IT. She noted: ‗When the change happened, the acceptances from staff 
and the Department were important. If they did not accept their new work processes, the 
e-Revenue project could not possibly be implemented and conducted‘.  
 
Even though the organisational culture did not change much in Khun Jit‘s section, 
because her staff already accepted the new technology in their routine jobs, the adoption 
of the e-Revenue project had directly impacted on the organisational culture of the RD 
as a whole. Khun Jit said because she worked in the IT centre, she was responsible for 
helping staff from other RD divisions to reform their work processes. She noticed that 
most RD staff were familiar with the paper-based system; some staff had no IT 
experience or IT knowledge. As a result, it was essential for those non-IT staff to be 
well trained to learn how to use this new technology.  
 
Khun Jit perceived that some divisions were at first unwilling to change their work 
processes. Consequently, they did not want to incorporate new online work processes 
into their daily tasks. She said: ‗Even though I worked in the network section; I always 
arranged for my staff to work with other divisions whenever I received any requests; I 
aimed to help them with their new work processes‘. Khun Jit stated that some IT 
difficulties necessitated more time to investigate and determine a solution, as they were 
specific technical issues. Khun Jit and her team spent over three months to develop new 
implementation of IT infrastructure and network system for the e-Revenue project. She 
realised that, initially, it was quite difficult for her to develop her staff‘s implementation 
processes. However, once the e-Revenue project was completely implemented, she and 
her staff agreed that the system was very useful and would be an ongoing success.  
 
Overall, the significant roles of Khun Jit were mainly to determine what resources of IT 
infrastructure and network were needed in the RD and to establish the objectives for IT 
infrastructure in the e-Revenue project. After receiving the e-Revenue project functional 
plans from her IT manager, Khun Jit attempted to clarify the project‘s requirements by 
investigating existing network situation in order to know how much network equipment 
and IT hardware needed to be replaced or upgraded for implementation of the e-
Revenue system. She aimed to ensure that the availability of IT network and 
infrastructure was adequate to meet requirements of the e-Revenue system. From her 
interview data, the leadership support and financial support were Khun Jit‘s main focus 
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in her work and for her team to successfully implement a new hardware and upgrade 
existing IT infrastructure, in terms of both speed and effectiveness. Khun Jit had to 
manage her staff to complete network development on time according to the e-Revenue 
functional plans. Therefore she often arranged section meetings in terms of monitoring 
her staff‘s tasks closely and for solving staff problems. Therefore, key factors from 
Khun Jit‘s perspectives could be concluded in Table 7-3 below. 
 
Table 7-3 Key e-Revenue factors from Khun Jit‘s perspectives 
 
Khun Jit’s Perspectives Key Factors 
Installed new technology equipment into the 
existing IT infrastructure and network system.  
IT infrastructure  
Ran the pilot test with new equipment in the e-
Revenue system. 
Process 
Helped staff from other divisions to use the 
Departmental network and infrastructure 
Collaboration 
IT infrastructure 
Received financial support to replace old 
equipment 
Financial Support 
Explained clear specifications of IT 
infrastructure and network system to her staff 
IT infrastructure 
 
7.5 Khun Na (IT Training Supervisor) 
 
Khun Na was an IT training supervisor at the IT centre, located in the Revenue 
Department. His duties were to provide the training content for IT projects and ensure 
productive teamwork in the RD. Khun Na had a solid background in both IT 
programming and applications. He had been involved with and developed many IT 
projects in the RD, such as the sick leave system, car registration system and a nursing 
system. Khun Na said: ‗I managed and developed many IT projects in the Revenue 
Department. These projects helped our staff to communicate more effective and to be 
better prepared when they began to implement the e-Revenue project‘.  
 
At the IT centre, Khun Na taught many technology subjects, including IT management, 
IT strategy and e-business. During his teaching experience, Khun Na said he had 
opportunities to communicate with students from every Departmental level. His 
students comprised staff from the management levels down to the operational level. 
After his students finished their courses at IT centre, Khun Na said they often contacted 
him for advice when they experienced any IT difficulties during their work processes. 
He noted: ‗During their initial use of the IT operating system, most staff had same 
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problems related to the data entry forms and applications. They were not sure how to fill 
out electronic forms. So, we introduced database management courses at the IT centre‘.  
 
In the e-Revenue project, Khun Na was involved with advising and training the RD staff 
to be able to use the operating system and the applications on the RD‘s network 
efficiently. He mentioned that he had to ensure that the staff, who were already trained 
at the IT centre, had sufficient IT skills and the knowledge they needed to correctly 
perform their tasks in the e-Revenue project. Khun Na said that every time the RD staff 
finished their training at the IT centre, they would undertake a test in order to verify that 
they correctly understood the concepts. When Khun Na received the test results of the 
staff from the instructors, he would report the scores to their managers. He said: ‗Their 
managers could use these scores to investigate staff abilities and to choose the right jobs 
for them‘.  
 
Khun Na‘s work responsibilities in the e-Revenue project implementation are shown in 
Figure 7-4. 
 
Figure 7-4 Work structure of Khun Na 
 
 
 
 
 
Khun Na was assigned by Khun Toom to be responsible for IT training plans and 
programs in the e-Revenue project. Khun Na realised that he had a key responsibility to 
train RD staff about technology related to data and materials in order to complete all of 
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the tasks that were part of the e-Revenue project. He also had to encourage the RD staff 
to attend IT training programs and to apply newly-acquired technological skills that 
they gained from training programs in their jobs. Initially, Khun Na started to read all e-
Revenue functional plans in order to investigate what IT skills and knowledge were 
required to implement the e-Revenue project. He mentioned that, since he already dealt 
with many IT projects in the RD, it was not difficult for him to understand the 
underlying requirements of the e-Revenue project. Khun Na said: ‗In the e-Revenue 
project, I dealt with the preparation of staff to become IT-qualified staff working on the 
e-Revenue project. I had to create the proposed IT training plans and submit them to my 
manager. I knew the training program was essential to improve staff and to help them 
performed good work in the e-Revenue project‘.   
 
Due to the nature of the e-Revenue system, Khun Na explained that the RD staff needed 
to gain sound knowledge of, and experience with, the use of IT in order to operate the e-
Revenue system efficiently. He tried to customise training content and methods 
according to the Department‘s needs and wants. For example, Khun Na considered that 
the content of training programs for the RD management should instruct advanced 
human skills that may assist the management to understand staff‘s action, emotion and 
cognitive. To increase the capability of the RD management, Khun Na had to hire 
professional external trainers to teach staff how to properly manage change, to 
implement interpersonal communication skills and problem solving techniques in the 
workplace. Khun Na realised that he had to create IT training programs suitable for the 
target staff, saying: ‗I arranged an executive workshop for five days to help all 
executives understand the scope of their jobs, develop their own personnel leadership 
styles and support their staff. It also allowed them to discuss and share their ideas 
during a class‘.  
 
Khun Na further stated that one of the significant issues that could either facilitate or 
hinder implementation concerned staffing. He noticed that the majority of staff in the 
RD graduated with a bachelor‘s degree specialising in a range of fields, including 
accounting, engineering and business administration. Some staff lacked adequate IT 
knowledge and experience and Khun Na said staff had a major role to operate and run 
applications in the e-Revenue system. They needed more IT training in order to increase 
their skills and knowledge. Finally, they would end up as qualified IT staff in the 
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Revenue Department. Also, the e-Revenue project would be implemented quickly if 
they had a good understanding and had experience with using electronic processes.  
 
Khun Na explained how, in the past, the RD staff who were familiar with the manual 
process rather than a computerised system, perceived new technologies as difficult to 
understand and use within their job functions. However, Khun Na‘s leaders attempted to 
adopt IT knowledge throughout the Department‘s operations, and Khun Na felt that the 
electronic method was easier than he had initially thought. He noted: ‗Our 
organisational culture had changed from the past, just as the world has changed and 
technology‘s influence gradually increases in individual daily life. For the Revenue 
Department, the organisational culture was updated and applied with current world 
practice. It was essential for staff to understand and accept technology concepts in their 
routines‘. 
 
In the first stage of project implementation, Khun Na said that the RD leaders had 
attempted to change individual work routines from a paper-based to a computerised 
system. They developed policy and directives to compel staff to use computers every 
day and to communicate by emails. Khun Na explained that the RD staff had to learn 
how to deal with electronic processes and change their customs to one that accepted 
new technology into their daily tasks. From this point, Khun Na was assigned by an IT 
manager to arrange training courses for the operational staff, coaching them about their 
attitudes to using technology and about their working styles. He mentioned that he tried 
to create IT courses that allowed the operational staff to bring creativity and innovation 
to their workplace.  
 
Khun Na created hands-on activities that introduced e-government concepts in terms of 
improving their operational performance. He mentioned that at the end of each activity 
an IT instructor would give training participants five-minute in each class to discuss 
their experiences with other people. Khun Na noted: ‗When students‘ creativity 
increased, this would lead to their higher job performances in the e-Revenue project.‘ 
Khun Na further stated that within all training sessions, an IT instructor had to ask all 
training participants to provide feedback on the training quality issues through filling 
the training evaluating forms at the end of each training session. After that, he gathered 
all information to write a training report to an IT manager. Khun Na also mentioned that 
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he would use this feedback to improve details of IT training courses for future IT 
training sessions.  
 
Khun Na stated that the CTO and his IT manager always provided adequate financial 
support to manage IT training programs. Most of the qualified IT staff worked at the IT 
centre. Khun Na explained that the centre provided many IT training courses to the RD 
staff who could select particular IT courses that matched their interests and functions. 
They could register via the intranet system. Khun Na said: ‗The CTO was really 
concerned about the staff‘s IT knowledge and abilities. He gave directives to an IT 
manager about providing IT courses which were related to the functional roles of 
Departmental staff.  Finally, there were many IT courses happening in the IT centre 
every month. These included courses such as database management, IT operating 
systems and IT programming. Staff had opportunities to continually improve their 
technological knowledge‘. 
 
With the aim of improving the IT literacy of the RD staff, Khun Na attempted to 
develop and formulate IT training programme that could be suitable for the majority of 
the RD staff whether having IT background or non IT background. The organisational 
culture and financial support were two key issues that he took seriously into account. To 
successfully develop a training plan, Khun Na had initially to fully understand staff 
norms and the culture of the RD. He also mentioned that the budgets to hire or recruit 
professional trainers or instructors were the main cost of his section. In responding to 
the needs of the e-Revenue project, he further explained that it would be the best way to 
simply provide many online-interested IT training sessions focusing on the 
improvement of IT background and IT skills for the RD staff to access on their own 
interests. While running a compulsory IT training program, Khun Na had to collaborate 
with every RD division to send a representative in order to participate in the train-the-
trainer program. More significantly, he monitored the content and training quality by 
collecting a questionnaire from all training participants in every training session and 
examined the understanding of them via using a small test and sending the results to 
their managers to follow up the result of each training session. Khun Na realised that 
providing good technological training directly had effect on the success of the 
implementation of the e-Revenue project. Therefore, key factors from Khun Na‘s 
perspectives could be concluded in Table 7-4 below. 
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Table 7-4 Key e-Revenue factors from Khun Na‘s perspectives 
 
Khun Na’s Perspectives Key Factors 
Customised training contents and methods 
according to the RD needs and wants. 
IT training  
Arranged IT training courses for the RD 
management and staff. 
IT training 
Answered IT training questions from the RD 
staff  
IT training 
Obtained enough training budget to arrange IT 
training programs in the RD 
IT Budget  
Explained clear answers of the e-Revenue issues 
to all RD staff 
Leadership Support 
Monitored IT staff‗s work activities Leadership Support 
 
7.6 Summary of supervisory management processes and actions in the 
implementation of the e-Revenue project  
 
In the RD, the supervisors were the first people to tell their staff, those doing the hands-
on work, about the project plans and new work processes handed down from the 
management. They ensured that their staff followed these directions. They often 
reviewed the needs of staff and represented their requests to the RD managers. They 
well understood organisational culture and staff habits. The staff would look to their 
supervisors for improvement and direction. From the stories of supervisory 
management, the characteristics of leadership and their support were critical to 
implementation of the e-Revenue project. The RD supervisors delegated and provided 
ongoing guidance and support to their staff as they completed their action plans in the e-
Revenue project implementation. Table 7-5 summarises the actions of RD supervisors  
in implementation of the e-Revenue project. 
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Table 7-5 The actions of supervisors in implementation of the e-Revenue project 
   
Khun Nart 
(Database Supervisor) 
Khun Korn 
(IT Application Supervisor) 
Khun Jit 
(IT Network Supervisor) 
Khun Na 
(IT Training Supervisor) 
Similarities Differences 
Categorised taxpayer‘s 
information in the 
Departmental records of the 
e-Revenue database system 
 
Developed technology 
applications to support the 
tax collection system in the 
e-Revenue project 
Installed new technology 
equipment into the existing 
IT infrastructure and 
network system   
Customised training 
contents and methods 
according to the RD needs 
and wants 
 
Listened to directives and followed 
the e-Revenue functional plans from 
their managers to implement each 
part of the e-Revenue project. 
 
 
 
Each had different tasks in the e-
Revenue project: 
 
Khun Nart – database tasks 
Khun Korn – IT programming tasks 
Khun Jit – Infrastructure and 
network tasks 
Khun Na – IT training tasks 
Assigned an ID number to 
individual taxpayer in the e-
Revenue database system 
 
 
Wrote programs to deal 
with IT operating system 
Ran the pilot test with new 
equipment in the e-Revenue 
system. 
 
 
 
Arranged IT training courses 
for the RD management and 
staff 
 
Constructed the e-Revenue 
implementing processes for their 
staff 
 
Each had different implementation 
processes in the e-Revenue project: 
 
Khun Nart –  information processes 
Khun Korn – programming processes 
Khun Jit – network testing process 
Khun Na – IT training courses  
Helped other RD divisions to 
obtain information in the e-
Revenue database system 
 
Helped staff from other RD 
divisions to use IT operating 
systems in the RD 
 
 
 
Helped staff from other 
divisions to use the 
Departmental network and 
infrastructure 
Answered IT training 
questions from the RD staff  
Aimed to promote interagency 
collaboration across the RD, 
 
 
  
Each helped in different areas of the 
e-Revenue project: 
 
Khun Nart – data issues 
Khun Korn – operation issues 
Khun Jit – network issues 
Khun Na – IT training issues 
Received adequate budget to 
develop the e-Revenue 
database system 
Collected sufficient budget 
to hire subcontractors 
Received financial support 
to replace old equipment 
Obtained enough training 
budget to arrange IT training 
programs in the RD 
Received good financial support 
from their managers 
 
Each had different financial purposes 
in the e-Revenue project: 
 
Khun Nart – database  
Khun Korn – programming and 
subcontractors 
Khun Jit – IT equipment 
Khun Na – Training courses 
Had good collaboration with 
banks and financial 
institutions in order to 
exchange public data 
Hired subcontractors to 
assist current staff writing 
programs for the e-Revenue 
system  
Not defined  Hired outside professional 
trainers for instruct the RD 
management 
Communicated with outside 
resources to help their staff 
implementing the e-Revenue project 
successfully 
Khun Jit‘s staff were good at IT 
networking systems. They dealt with 
IT material and equipment, which 
did not require an outside resource to 
assist them. 
Reported to a database 
manager  
 
 
Reported to an IT 
operations manager about 
the development of IT 
programming and 
application in the e-
Revenue project. 
Reported to an IT manager 
about the development 
progress of IT infrastructure 
and network system. 
 
Reported to every RD 
manager about the training 
scores of their staff  
Khun Jit and Khun Na were under 
the  control of an IT manager. 
 
Under control of different managers 
in the RD: 
 
Khun Nart – a database manager 
Khun Korn – an IT operations 
manager 
 
Explained clear descriptions 
of the new database system 
to her staff 
Described expected 
outcomes of IT applications 
to her staff. 
Explained clear 
specifications of IT 
infrastructure and network 
system to her staff 
Explained clear answers of 
the e-Revenue issues to all 
RD staff 
Aimed to have the same 
understanding and objectives with 
their staff in the e-Revenue project 
implementation.  
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Monitored database staff‗s 
work activities 
 
Monitored operations staff‗s 
work activities 
 
Monitored IT network staff‗s 
work activities 
Monitored IT staff‗s work 
activities 
 
Supervised staff‘s works ensuring that 
the quality standards of the e-Revenue 
system were met. 
 
Each had different staff to manage  
in the e-Revenue project: 
 
Khun Nart- data staff 
Khun Korn – operation staff 
Khun Jit – network staff 
Khun Na – IT staff 
IN SUMMARY 
Focus on  
 
-Worked toward data 
integration across the e-
Revenue database system. 
-Supervised staff‘s works 
ensuring that the data 
quality standard was met. 
-Collaborated with both 
internal and external 
Department to share 
public data smoothly and 
quickly. 
-Reported database 
progress to a database 
manager 
 
 
Focus on  
 
-Determined the expected 
project results to her team. 
-Helped their staff identify and 
understand his or her roles and 
responsibilities. 
-Created a positive team work 
environment in her section 
-Supervised staff‘s works 
ensuring that the quality 
standards of IT operating 
system were met. 
-Acknowledged individual and 
group distributions.  
-Reported IT application 
progress to an IT operations 
manager 
 
Focus on  
 
-Determined what network 
and infrastructure resources 
needed  
-Established IT infrastructure 
goals in the e-Revenue 
project. 
-Ensured IT network and 
infrastructure availability 
was sufficient to meet the e-
Revenue system. 
-Supervised hands-on IT 
network staff. 
-Regularly-arranged section 
meetings to keep 
information flowing among 
his staff. 
-Reported IT network and 
infrastructure progress to an 
IT manager. 
 
Focus on  
 
- Developed staff‘s IT skills 
through train-the-trainer 
program and effective on-
the-job training.  
-Ascertained that the RD 
staff had sufficient training, 
knowledge and skills that 
they were required to carry 
out their implementing tasks. 
- Provided ongoing guidance 
and support to the RD 
management and staff to 
complete their e-Revenue 
tasks. 
-Supervised hands-on IT 
staff. 
-Reported IT training 
progress to an IT manager.  
 
Key points 
 
The supervisory management level in 
the RD, which was the last link 
between the e-Revenue project plans 
and real actions of staff‘s daily 
operations. 
 
The RD supervisors were the key 
persons who were in charge of a 
group of staff in the development of 
new working environment. They had 
to ensure that the e-Revenue project 
plans were in place. 
 
Through assigning staff‘s tasks and 
closely-monitoring on staff‘s daily 
operations, supervisors were vital to 
supervise their staff‘s work processes 
and to report their progresses to the 
RD managers. 
 
The RD supervisors had to work 
closely with their staff and be able to 
acknowledge that there were 
differences in staff‘s perceptions and 
ideas – in how they will respond to 
supervision. 
 
 
Key points 
 
They had different responsibilities in 
different sections to supervise their 
staff during the implementation of 
the e-Revenue project.  
 
They also had different background 
and generic skills to manage in 
particular working areas with the 
aims of monitoring staff‘s daily 
operations.  
For instance; 
 
Khun Nart – Organised database 
management and manipulated data 
integration across the RD. 
 
Khun Korn – Examined and 
developed IT applications to fully 
support staff‘s daily operations in the 
e-Revenue system. 
 
Khun Jit – Maintained good 
capability of IT infrastructure and 
network system throughout the RD. 
 
Khun Na  
 
–Developed training programs for 
different groups of staff. 
 
-Provided sufficient training sessions 
to enhance staff‘s IT knowledge to 
support individual e-Revenue tasks.  
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The staff at the supervisory management level were in a crucial position as mediators 
between senior management and staff in the RD. From the perspective of the 
supervisory management, the characteristics of the RD management structure 
represented an authority of administrative positions structured internally in terms of 
power relationships. The structure of the e-Revenue system itself could also be defined 
in terms of a construction of recognised and hierarchical components, including the 
RD divisions, executives, managers, supervisors and staff. The RD supervisors were 
mainly responsible for acknowledging the breakdowns in executive communications 
and implementing suitable corrective processes for the RD staff. To eliminate the 
bottlenecks of the e-Revenue project, the social position of supervisors within the RD 
structure was clarified by the assignment of particular e-Revenue project tasks. The 
supervisory management level consequently needed to identify the essentials of e-
Revenue project goal setting, ascertain the purpose of the e-Revenue project plans, 
formulate practical goals for the RD staff and use their management by using the 
objectives of the project to align individual efforts to achieve the RD goals.   
 
At the beginning of the e-Revenue project implementation, the RD supervisors 
received the project‘s functional plans and directives from the middle managers. These 
supervisors initially attempted to understand the project plans and identified the project 
requirements as they could be applied in practice. This process revealed which 
implementation tasks had to be done first and which implementing processes required 
focus. The e-Revenue functional plans performed, not only as the ongoing advice from 
the senior and middle management, but also as the organisational norms that provided 
guidelines for staff about how to effectively implement the e-Revenue project. 
Moreover, the characteristics of the e-Revenue functional plans were wide-open, which 
allowed the RD staff not only to share their own ideas, but also to give feedback to the 
more senior RD management levels. Nevertheless, the RD supervisors needed to 
review the actual requirements from other RD staff, in comparison with the e-Revenue 
requirements, in order to revise existing staff work processes. Finally, the RD 
supervisors established that financial support was essential and a significant factor to 
accomplish the e-Revenue project goals successfully. 
 
In every stage of implementation of the e-Revenue project, the RD supervisors 
mentioned that a sufficient budget was necessary to develop the project. They had to 
propose the required budget to their managers and pass through the RD middle 
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managers and senior executives asking for their approval. After receiving 
authorisation, the RD supervisors would convey the project‘s functional plans to the 
staff. They then could exercise some degree of control over their staff in implementing 
the project. According to Hofstede (1991, 2001), Thailand‘s society is collectivist 
rather than individualist. It was not difficult for the RD supervisors to form productive 
implementation teams and create a collaborative environment within the RD. As a 
team leader, the RD supervisory management realised that the understanding of the 
individual differences of the RD staff and the nature of Departmental teamwork could 
assist management to comfortably coach staff and manage the e-Revenue project. In 
addition the RD staff could more effectively work together. Consequently, they 
realised that having good implementation teamwork and a collaborative working 
environment during the e-Revenue project implementation created many benefits to the 
RD in particular, saving cost, decreasing lead time and reducing RD staff numbers. 
 
In order to have good IT teamwork, the supervisors concentrated on IT qualifications 
and the IT literacy of the RD staff. After the senior management gave directives (as 
explained in the section 5.6) to the middle management level, IT training was arranged 
in the RD with the aim of improving the current staff to become IT-qualified to work 
on the e-Revenue project. Effective IT training, it was believed, could significantly 
change the RD staff practices, allowing non-IT persons to become IT-skilled. From 
Hofstede‘s study (2001), Thai culture had high long term orientation which reflected 
the degree to which IT could be widely adopted in the Thailand‘s public sector. Khun 
Na mentioned that the RD had changed its working culture. He argued that IT training 
could incrementally affect the IT responsiveness of the staff during project 
implementation. The supervisors directly inspired, motivated and supported the RD 
staff to acknowledge their changing roles, and to enhance their potential by adopting 
new technology process in the e-Revenue project.  
 
Because the role of the supervisor was crucial to the provision of good customer 
service to the public, the RD supervisors needed to be well-organised and enable high 
quality service delivery of the project to the public. With their current positions in the 
RD, the supervisors had directly experienced real insights into staff work problems and 
concerns about operations system during the e-Revenue project. Also, they were the 
front line, able to communicate with users of the e-Revenue system (both the RD staff 
and public). After that, the supervisors were appointed by the senior and middle 
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management levels to oversee the functioning of RD staff and to assess the 
productivity of the e-Revenue system. The supervisors thus needed to ensure that the 
executive requirements were met in relation to the outcomes and productivities of the 
e-Revenue project in particular. Moreover, they had to perform many functions which 
could help the RD staff to efficiently achieve the e-Revenue objectives. However, the 
RD staff most adequately fitted the needs of the RD. As a result, the main concerns of 
the RD supervisors were to provide the leadership support, to create a friendly work 
environment and to give ongoing advice to the RD staff.  
7.7 Conclusion 
 
In conclusion, the supervisors significantly were the intermediate connection between 
senior-middle management and the RD staff. The major contribution of the supervisors 
was not only to put the RD institutional policy and functional plan into action, but also 
to create the acceptance and comprehension by RD staff in changing their work 
processes with the IT methods. Generally, the supervisors would monitor and control 
the daily operations of RD staff in order to ensure that the executive requirements were 
met in line with required standards. This management level then considerably 
influenced the attitudes and practices of the RD staff. The primary job of the 
supervisor was to manage the RD staff at operational levels of management. In fact, 
the team leader in RD was the supervisor who performed multi-functional tasks to 
guarantee the smooth implementation of the e-Revenue project. The changing 
perspectives of RD staff required supervisors to employ coaching strategies to deal 
with their uncertainties. Therefore, effective and efficient supervision helped to 
improve work performance, build good individual relations and formed a cooperative 
and friendly environment within the RD. Hence, these all could importantly facilitate 
the successful implementation of the e-Revenue project.  
 
This chapter has presented the results of an analysis of data collected from supervisors 
in the Revenue Department in the Ministry of Finance of the Royal Thai Government. 
This data has been used to explore the supervisory arrangements and motivating 
factors at that level which impacted on implementation of the e-Revenue project. The 
data has demonstrated that supervisors in different sections had divergent experiences 
of project development. The different experiences perceived by supervisors emphasise 
the significance of the unique circumstances of their organisations ‗prior to‘, ‗during‘ 
    236 
and after an e-Revenue adoption. In addition, the supervisors identified the motivating 
factors that influenced their view of the implementation of the e-Revenue project. They 
acknowledged the importance of financial support, policy, and process as the key 
priorities in relation to the e-Revenue project implementation. The following chapter 
analyses the differing managerial and supervisory perceptions of the motivating factors 
that lead to the success of the e-Revenue project in Thailand. It outlines where this 
research can be placed in the context of the literature on the success of e-government 
projects based on interpretations derived from application of relevant theories.
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Chapter 8 AN INTERPRETIVE ANALYTICAL FRAMEWORK 
 
8.1 Revisiting the e-government conceptual framework 
 
The e-government factor framework (Figure 8-1), reported first in Chapter 2, illustrates 
the eight key actors which previous research argues influence the implementation of e-
government projects. These factors focus mainly on the conceptual level but tell us little 
of the detail involved within government processes.  Previous research has focused on 
understanding adoption and has tended to look from the outside rather than from within. 
This research framework is derived from research about previous e-government project  
implementation (Altameem, Zairi & Alshawi 2006; Carr & Gannon-Leary 2007; 
Duquenoy, Bakry & Abdeghaffar 2005; Elliman, Irani & Jackson 2007; Evans & Yen 
2005; Heeks 2002; Hossan, Habib & Kushchu 2006; Jones, Irani & Sharif 2007; Kamal 
2006; Kamal & Themistocleous 2006; Kumar et al. 2007; Wimmer, Codagnone & 
Janssen 2008). These authors identified factors which involve the public administrators 
and their government organisations, local communities, organisations outside of 
government, business, and other external relationships in determining success of e-
government projects. 
 
Figure 8-1 E-government Factor Conceptual Framework (EFCF) 
 
                  
 
Source: (Repeated from Chapter 2, Figure 2-1, pp. 54) 
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In Chapter 2 it was noted that there appeared to be a gap in the literature, that the role of 
the public sector and the operationalisation of policy surrounding e-government 
projects might also be a factor in success. Analysis of the managerial procedures behind 
the e-government projects was considered vital to ensure that the project was organised 
appropriately, and that earlier mistakes had not recurred (Morcol 2006). This is the role 
of the implementation teams. Consequently, this study investigated the factors that 
emerged in the interaction processes of each level of Thai management‘s actions in the 
e-Revenue project implementation that impacted on the success of the project. 
 
Based on the perceptions of the Thai public administrators interviewed for this study, 
the Revenue Department (RD) — as a large and modern IT government organisation in 
Thailand — has successfully achieved its goals in relation to the development of the e-
government initiative known as the ‗e-Revenue‘ project (Sirisaengtaksin 2005, 2006, 
(Soontreerutana et al. 2006). This project received many awards and commendations 
from national and international entities as mentioned in the section 4.5, pp. 114. From 
the analysis in the previous Chapters 5, 6 and 7, it is evident that the management 
actions at all levels during implementation affected the successful outcomes of the e-
Revenue project. The Thailand‘s public administrators and the behaviour of their staff 
were shown to have been influenced by the nature of Thai hierarchical organisational 
structures and of their embedded power relationships.  Thai public administrators have 
different social positions and work structures in their organisations and they use 
different management processes to control their staff to achieve the desired objectives 
and expectations of project implementation. The key factors that motivated 
management‘s decisions and processes were not immediately obvious and became 
apparent only during the interview process. This enabled this researcher to better 
understand how the management actions and procedures were specifically employed. 
Consequently, understanding the factors that emerged within implementation of the e-
Revenue project was vital to understand and explain how three different management 
levels made success possible.  
 
One of the objectives of this research was to examine the factors leading to successful 
implementation of an effective e-Revenue project in Thailand. According to the 
literature review, eight factors affecting the achievement of e-government projects were 
identified. These are listed in Table 8-1. These factors were also identified as significant 
in the success of the e-Revenue project in Thailand.  
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       Table 8-1 Comparison of the literature and research findings 
 
 
Topic Factors Relevant Literature 
    (in Chapter 2)  
e-Revenue 
Implementation 
Policy   
 Leadership Support    
 Staffing    
 Financial Support    
 Process    
 Organisational Culture    
 Collaboration    
 Technology   
 
However, these factors in themselves do not enable a full understanding of what 
happened in implementation of the e-Revenue project. Three new factors, not identified 
in the extant literature also emerged. Firstly, the effectiveness of implementation was 
affected by the application of strict management practices through mandates which 
relates to the staff having high power distance in the Thai culture (Hofstede 1991). The 
Thai senior executives used their mandates to increase control and to directly determine 
direction of implementation of the e-government project. They adhered to existing 
departmental rules and regulations and ensured that employees did as well. Secondly, the 
feedback and recommendations that the Thai government organisation received from 
external agencies were used within the organisation to improve staff performance and 
adherence to project goals. Interaction between the external consultants and public 
administration, it has been argued, can improve administrative efficiency and 
bureaucratic simplicity (Ciborra & Navarra 2005). Lastly, the use of deliberate regular 
informing of staff of the value of IT was used with the aim of gaining staff‘s awareness 
of the significance of technology in implementation of the e-government project. The 
Thai senior executives instilled the value of IT in the Department‘s management and 
staff by broadcasting the significance of the e-government concept via an intranet and by 
being role models in using IT in their jobs. This assisted their employees, they believed, 
to accept without resistance the use of IT in their daily tasks. It is because the perceived 
value of IT is able to stimulate IT supply chain in responses to the needs of the public 
and private sector (Scherlis & Eisenberg 2003). The developers of e-government projects 
have to concern themselves with the compatibility of new technology and their 
employees in the organisation (Caudle, Gorr & Newcomer 1991). However, why these 
factors were seen as and became important needed to be better understood  
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8.2 An interpretive research lens 
 
Taking these three theories as separate but integral parts of providing an explanation for 
the observations inherent in this study of the e-Revenue project in Thailand, an 
interpretive framework is suggested. Figure 8-3 displays a lens or framework which can 
inform explanation for the success factors identified in e-government project development 
and implementation in a case study of the e-Revenue project in Thailand. This framework 
allows the researcher to extend the interpretation of the factors offered in the extant 
literature.                             
 
Figure 8-2 Analytical lens framework 
 
                
 
 
Institutional theory alone is problematic in fully understanding the process and 
implementation of e-government in a developing country environment, in particular for 
Thailand. Even though this theory provides a socially flexible framework for most 
organisations and assists in explanation of forces in organisations, coercive, normative 
and mimetic, it does not deal with the stakeholder roles and the impact of habitus 
(individual and culture), capital (economic and social), field (authorization vertically and 
horizontally). As a government department is fundamentally an institution, the use of 
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institution theory provides a better understanding of the social systems involved that are 
influenced by underlying cultural, social and symbolic systems.  
 
Social reproduction theory can expand knowledge about stakeholders and policy and the 
process of governing social reproduction. To combine this social reproduction theory in 
the analytical framework, it is also vital for explaining the e-government process and 
policy and it extends the knowledge on the organisational culture with reference to an 
understanding of past practices which this theory argues are the key factors to engage in 
reproduction, especially when facing the impact of new technology like e-government.  
 
Cultural theory plays an inevitable role as it is vital to develop an explanation of the 
actual behaviour of individuals directly affecting the institution being studied. Culture 
theory provides a dynamic consisting of language, inflections, social communication and 
the mutual recognition of symbols and their importance.  The combination of these three 
theories using the analytical framework above will inform an interpretation of the case 
study of e-Revenue adoption and implementation by the RTG, and provide explanations 
that involve intrinsic behaviours and focus on more than the traditional view of success 
factors in e-government represented in Figure 8-1, shown earlier in this chapter. 
 
The next chapter utilises this framework to make sense of the data reported in Chapters 5, 
6 and 7 and offer an explanation of what the key factors were and why they were 
effective in the success of the e-Revenue project. 
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Chapter 9 ANALYSIS 
 
9.1 Introduction  
 
In this chapter, the findings that emerged from the analysis of the interviews with the 
three levels of public sector officers detailed in the previous chapters are discussed in 
relation to previous research on e-Government project success. In addition the analysis 
attempts to explain the findings based on the application of the outcomes to theories that 
embrace institutional motives through institutional theory (DiMaggio & Powell 1983), 
the practices of organisations invariably reproducing themselves (Bourdieu 1977, 1986, 
1991) and through an understanding of cultural behaviours (Hofstede 1991, 2001). The 
sections following discuss the findings gathered from the interviews in two parts. The 
first part discusses the three new factors that emerged from this study and discusses 
their effects on the success of the e-Revenue project. The second part presents a 
discussion of the significance of the eight success factors that are common in the extant 
literature and discusses their impacts in the e-Revenue project  
9.2 Emergent success factors  
 
In this first section three factors that emerged unexpectedly are discussed. Each of these 
factors was commonly referred to throughout the interviews at all levels in the RD. 
Each in themselves represents a key focus of why the e-Revenue project was considered 
by the executive staff to be successful. Each also represents behavioural actions on the 
part of management.  
9.2.1 The application and of strict management through mandates 
 
The analysis of the interviews revealed that the application of strict management 
practices through mandates by the Thai executives in the RD was a critical factor 
ensuring staff implemented the e-Revenue project. According to the CEO‘s perception, 
leaders in Thai government agencies need to be strict in their supervision of staff, in the 
close adoption of policy and in controlling operations. This implies that the leaders need 
to be strict to ensure adherence to rules and to the objectives of projects with their staff. 
Moreover, a strict approach on the part of Thai leaders was seen in the e-Revenue 
project as vital to upholding institutional standards, as staff would more readily 
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acknowledge and respect such a management approach. For example, as the CEO in the 
RD, Khun Sup had to maintain strict rules and use mandates in order to ensure the other 
RD management and operational staff operated as he planned for implementation of the 
e-Revenue project. The staff acknowledged his mandates and followed the project plans 
strictly in order to achieve the project goals at their levels of operations.  
 
The application of strict management through mandates was identified as a key factor 
that motivated and affected the successful implementation of the e-Revenue project. 
This is understandable in that hierarchy is important in Thai culture. According to 
Hofstede‘s cultural map, Thailand ranks high on power distance (Hofstede 1991; 
Hallinger & Kantamara 2000a). Hofstede (1991) identified that high power distance 
symbolises Thai culture and as a result the behaviours of government administrators 
will and do display unusually high respect (Kreng Jai
10
) towards those of senior status 
in all social connections. This behaviour goes someway to explain a socially legitimated 
practice in Thai organisations, including the RD, that management decisions are made 
by those in positions of authority and that others follow unquestioningly. Hofstede 
(1991) argued that high power distance in a culture created behaviour such as the 
practice to lead by management mandate. The management interviews in this study 
showed that all Thai staff were more likely to unquestioningly respect management 
authority and mandates because the hierarchy reinforced an entrenched respect for 
seniority and respect for the Thai management positions and all project communications 
in the RD. The staff acknowledged management mandates and changed their work 
processes in order to achieve the e-government goals. Socially, Thai culture manages to 
reproduce itself by the embedded acceptance of hierarchy. Thanasankit (1999) notes 
that this embedded practice in Thai organisations results in an upward delegation of all 
responsibility focusing in the most senior and they in turn do what they have always 
done. In essence they reproduce their actions and style over and over again. He further 
notes that as people move up the hierarchy they do the same and reproduce what they 
‗know‘. 
 
                                                 
10
According to Hallinger (2009), the meaning of ‘Kreng Jai’ is to demonstrate consideration or deference 
to others, most particularly to those who are senior in age, rank or social status. The norm of ‗Kreng Jai‘ 
further implies that Thai people almost never say no to anything senior people propose. For example, if 
the Thai leadership asks their subordinators doing something, they will represent in the way of smiling 
and doing as their leaders directed without any questions.  
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The senior executives also used these mandates as a coercive force (taking from 
DiMaggio & Powell 1983) to compel their subordinators to adhere to organisational 
rules and objectives.  In the RD, there were strict rules and regulations in order to force 
all levels of management and staff to closely follow the project plans and to adopt the e- 
project without question. They further used their management mandates both to increase 
their control and to determine project direction for their subordinators to implement. 
This research has also shown that the middle managers had to precisely communicate 
the mandates downwards to their operational staff without modification or 
interpretation.  Supervisors listened and followed all mandates passing them onto staff 
implementing the e-Revenue project. In essence the RD operated as a ‗follower‘ culture. 
This is consistent with previous studies of Hofstede (1991), Komin (1990), Thanasankit 
& Corbitt (2000), and Erumban & de Jong (2006), which conclude that staff in a Thai 
organisation are more likely to be expected to unquestioningly respect management 
authorities and follow administrative policies and directives. 
 
Additionally, both the middle and supervisory management level staff revealed that the 
senior management always paid particularly close attention to project outcomes. For 
example, Khun Sup mentioned that it was vital for the RD management to track staff 
work on a regular basis in order to ensure that both the management and staff had the 
same understanding and worked towards the same objectives of accomplishing 
implementation of the e-Revenue project. This finding aligns with the description of 
public management, given in Navarra and Cornford‗s (2005) study, that e-government 
projects require a high degree of legitimacy and effective monitoring within the 
government organisation to enable success. Similarly, Margetts (1998), cited in Navarra 
and Cornford (2005), state that convincing staff to welcome a change in their work 
processes and to continue working on electronic projects, requires strict determination 
and careful attention on the part of government leaders. This is because the major role 
of ICT is related to reforming how government uses its authority which could be 
defined as leadership power to commend and permit or to command and prohibit, 
through its professional processes and identifying requirements in the e-government 
project. This study shows that using management mandates under the authorised control 
of Thai senior management in the RD became a significant vehicle to drive and 
implement the e-government project successfully. These internal processes add a 
significant level of understanding to what drives success in e-government projects. 
Operationally the role of culture in Thailand with its associated hierarchies and accepted 
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and expected use of coercive action by senior management enabled the project to be 
implemented successfully. 
9.2.2 The use of project feedback  
 
Reproduction theory posits that reproduction of process or policy or behaviour is often 
reinforced by confirmation both internally and externally. The use of project evaluation 
and feedback from external consultants by the Thai senior executives in the RD was 
also found to have significantly impacted on the RD staff‗s work performance and their 
achievements in the e-Revenue project. From Khun Sup‘s perspective, leaders in Thai 
government organisations needed to use feedback from external consultants not only to 
provide both positive and negative perspectives on the project, but also to use that 
feedback to motivate their staff in order to keep them continuously applying greater 
efforts in their work with the aim of achieving the goals of the project. This was 
especially important as the e-Revenue project was represented publicly as the symbol of 
the RD‘s technological innovation to compel the department forward ‗in the direction of 
modernisation‘ by enhancing services with the use of IT (Sirisaengtaksin 2006). 
 
One of the key issues that emerged from the use of external consultants in the e-revenue 
project related to the need to overcome privacy and security issues. The consultant‘s 
reports were used to motivate staff to ensure the systems created ensured privacy and 
were completely secure. This was part of attempts by the senior executives to provide a 
better online service to the Thai public. Previous research by Hiller and Belanger (2001) 
and Schware and Bhatnagar (2001) both found that, in general, governments struggle 
with public expectations and concerns about the privacy and security of their e-
government services over the internet. In this context, government organisations need, 
they argue, to improve their online-working systems to fulfil public requirements and 
concerns. There were great expectations placed on the RD by the Royal Thai 
Government and the Thai public to establish an integrated database management and 
processing system for taxation management and payments in Thailand. These databases 
and systems had to be secure. The external consultants ensured this through their audits.  
 
In the e-Revenue project, Khun Sup (the CEO in the RD) also used consultants‘ 
feedback to stimulate his subordinators to not only keep doing their assigned tasks but 
also to improve performance in certain unproductive areas. He considered that the 
feedback given put a lot of pressure on all levels of management in the RD and also on 
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staff to continue to improve all aspects of both their work and the operations of the e-
Revenue system, again with the aim of meeting public requirements and expectations 
and providing high quality, effective electronic tax services to achieve the project‘s 
objectives. The managers at all levels in the RD noted that interaction between the 
external consultants and public administration improved administrative effectiveness 
and bureaucratic simplicity, confirming previous similar research in a Western context 
by Ciborra and Navarra (2005). The RD was a bureaucratic organisation which had a 
customary Thai top-down approach to management processes and behaviours. 
Leadership narratives were vital to direct the RD staff to implement the e-Revenue 
project effectively. Due to Thailand having a high uncertainty avoidance culture 
(Hofstede 1991), Thai staff were strongly socialised to comply with leadership 
directives regulations, and rules. Having these directives confirmed by reviews and 
audits of the project re-enforced certainty and was a key factor in ensuring project 
success.  Bouaziz (2008) states that staff in high uncertainty avoidance cultures are 
more active to avoid confusing situations and depend on leadership statements about 
requirements in their organisations. In this research it was evident that the reinforcement 
of leadership directives helped staff to more clearly understand project requirements and 
assured them that their work was progressing in the right direction. This in a sense 
provided an internalisation of the directives of the management and offered real 
institutionalisation of their work practices in the project. In essence it reduced 
uncertainty. As a result, Thai middle managers also used the project feedback with their 
operational staff with the aim of paying attention to detail and to improve staff work 
performance in implementing the e-Revenue project.  
 
This research has also shown that the role of the Thai supervisor was significant in 
overseeing staff work, ensuring that the requirements of the Thai government and the 
expectations of the Thai public were completely met. Sirisengtaksin (2005) explained 
that the RD commonly encountered problems of public expectation and concerns in the 
e-Revenue project. These included expectations about good public service levels, 
security and capability. The Thai supervisors had to closely control and demand that 
their staff guarantee that the e-Revenue implementation fulfilled these requirements. 
This research has shown that even at the most operational levels, supervisors used 
feedback from consultants and their audits to stimulate their subordinators to carefully 
undertake their jobs with increased effort in order to maintain high-quality in 
    247 
developing and implementing new e-government systems and maintain a good image of 
the organisation.  
9.2.3 Informing and reminding the staff of the value of IT 
 
This study found that the strategy of informing staff in the RD of the value of IT in their 
own work and for delivery of service by the Thai senior executives became one of key 
success factors in the implementation of the e-Revenue project. The Thai senior 
executives said that they needed to convey to the RD staff the need to consider both the 
significance and the advantages of the e-Revenue project to the Thai people and to the 
RD. In this context, Khun Sup used an intranet to introduce the concepts and then the 
plans of the e-Revenue project throughout the RD. His goal was to increase the RD 
staffs‘ awareness of the value of the e-Revenue project and of the role of IT in making 
that happen. The RD staff‘s awareness can be considered as the habitus (Bourdieu 1977, 
1984) which influenced the nature of people‘s feelings and thinking. After being 
informed of the significance of both the e-Revenue project itself and the role of IT 
within it, the RD staff‘s habitus was noted throughout the interviews as having changed 
in a direction which recognised that staff in the RD had tried to adopt new technology 
and improve service delivery. This assisted the RD management to have a smooth 
implementation process since the changes in the RD staff‘s perceptions reflected how 
successful the RD implementation of the e-Revenue project was. 
 
Similar to other government organisations in Thailand who had utilised IT to create 
change and improve services to the Thai community, the RD needed staff who were 
well informed and well trained in IT to be ready for the implementation process. The 
Thai senior executives focused particularly on informing the staff about the value of IT 
with the aim of gaining staff acceptance of IT as a key element in success of the e-
Revenue project. As the organisational leader, Khun Sup became a pioneer and a good 
example of using IT in many ways; for instance, he issued memos and provided his 
speeches via the intranet. He formulated his actions based in institutional IT policy in 
the Thai government to ensure that the RD staff developed their perceptions positively 
about how the use of IT would and then did improve their productivity and how new 
technology improves the efficiency of their routine tasks.  This action can be considered 
as a normative force (DiMaggio & Powell 1983, Nicolas & Schick 1995) which derived 
from Khun Sup considering that staff acceptance of new challenges of using new IT 
operations in their work environment created a positive result and provided motivation 
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to implement the e-Revenue project efficiently. They are normative in that they derived 
from training and altered professionalism in the RD. This Thai government organisation 
was able to gain significant benefits from the improved use of IT such as increasing 
staff efficiency, having better government services, and saving operational costs. The 
staff accepted the use of IT in their daily tasks without resistance. This research has 
shown that the government leaders had to focus particularly and continually on 
informing staff about the value of IT with the aim of gaining staff acceptance of the use 
of IT and of the RD achieving successful implementation of their e-government 
initiatives.  
 
This finding aligns with Kamal‘s (2006) study that found that certain perceived 
technology factors affected IT innovation adoption in the government sector. These 
factors were the relative advantage, compatibility, complexities, functionality, 
technological potential for integration, reliability and usability of IT.  Previous research 
by Caudle, Gorr and Newcomer (1991) also found that, when seeking to achieve the 
integration of new technologies in a government project, the value of IT through its 
compatibility with the actual needs of the project becomes a major concern for the 
government developers. Scherlis and Eisenberg (2003) also explain that, in general the 
government needs to concentrate on the value of IT in order to stimulate the IT supply 
chain in response to the needs of citizens, businesses and the government sector. In this 
research the Thai senior executives saw the value of IT and its promotion as key to 
success of the e-Revenue project. It was a combination of both provisions of IT 
infrastructure and importantly of IT skills to use in the work process. 
9.3 Expected Factors driving success of the e-Revenue project 
 
In this section, the factors that were expected to be found, based on previous research, as 
influential on the success of the implementation of the e-Revenue project are discussed in 
some detail and their relevance and importance explained in terms of theoretical 
background (Section 2.10, pp. 57). Any methodology adopted by public administrators 
for e-government implementation needs to take account of the importance of, and 
assistance provided by, these success factors. Managerial effectiveness, derived from a 
clear understanding of social and cultural practices, can also significantly impact on the 
success of e-government outcomes. Gaining an understanding of the various managerial 
methods and their concerns, which affect government productivity, will help public 
administrators and government organisations to improve e-government outcomes and to 
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choose the most appropriate approaches and models for e-government for their 
stakeholders. Moreover, this framework enhances our insight into e-government 
development in two ways:  firstly, the framework offers the flexibility to conceptually 
partition each factor in order to understand their individual effects on the success of e-
government implementation in Thailand, whilst showing how they are interrelated. The 
framework was designed so that each factor could be simply classified within the context 
of the entire conceptual area of this research. Secondly, the framework improves our 
overall understanding of the managerial mechanisms that control the implementation of 
e-government projects and how an understanding of differential management levels can 
be used to build their target objectives.  
 
This research combined three theories from the fields of organisational and cultural 
research to shed new light on determinants of success of e-government project adoption. 
According to Gilbert and Balestrini (2004), previous e-government studies have generally 
applied existing theories, including Diffusion of Innovation (DOI) (Rogers 1995), 
extensions of existing theory on technology such as the Technology Acceptance Model 
(TAM) (Davis 1989), and service quality (application of existing framework to 
technology) (Dabholkar 1996), in a technological context to the development of 
particular technology adoption approaches. These three main approaches have sound 
theoretical and empirical foundations for the study of IT adoption. According to these 
theories, technology is mainly used in the service of e-government objectives to enhance 
government organisational performance and technology adoption is usually driven by the 
organisation. However, most of the critical factors in e-government emerged from studies 
of individual IT projects at state and local levels (Dawes et al. 1997; Heeks 1999) aimed 
at examining users‘ needs and requirements of e-government projects. Little research into 
the government sector has analysed the managerial processes underlying e-government 
projects. Furthermore, the research into e-government is currently lacking in theoretical 
frameworks established on the basis of organisational and cultural contexts, which can 
define managerial effectiveness that leads to successful e-government implementation. 
This research has addressed both of those concerns.  The use of culture, institutional and 
social reproduction they provides a more complete understanding of the behaviours of 
senior and other managerial staff in government agencies when they implement such 
projects. This study is only of Thailand and only one project. However the results are 
encouraging enough to argue that more studies of this nature need to be attempted to 
ascertain what will emerge and what better understandings of success of e-government 
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projects will emerge.  An understanding of the different managerial methods used in one 
context can inform how other government organisations can achieve their e-government 
objectives such that citizens gain the maximum benefits and the government can 
minimise its resource expenditure on e-government implementation. This study has 
further enriched such conceptualisation by examining the theoretical background and 
previous e-government research within a single case in one country in significant depth, 
differentiating management levels and understanding the complexities of the impact of 
organisational structures. To the best of the researcher‘s knowledge, this is the first study 
to consider the entire e-government implementation process carried out by public 
administrators (from commencement of an e-government project to successful 
implementation of that project) in relation to the overall management practices within a 
government organisation. This approach augment interest in research on e-government by 
offering enhanced understanding of the factors that impact e-government project 
implementation and effective managerial strategies around e-government. However, the 
conclusion of this study has highlighted a number of concerns that require further 
analysis. 
9.3.1 Policy  
 
The analysis of the data in this study showed that policy played the most significant role 
in implementation, which helped the RD leadership to handle the e-Revenue 
implementation smoothly and to stimulate IT adoption easily within the RD. In this 
context, Khun Sup explained that the e-Revenue project was derived from and couched 
in the existing National ICT policy which aimed at increasing the effectiveness of and 
improving interactive government mechanisms, based on the use of IT, among the RD 
staff, applied to the management of government revenues derived from taxation. ‗I 
believed that institutional IT policy was important to help us to start implementing the 
e-Revenue project in our department.‘ As the CEO in the RD, Khun Sup explained that 
he had to create institutional IT policy that aligned with the National ICT policy. The 
RTG, as a result, has made many significant efforts to employ an e-government as a 
main vehicle for successful implementation of the national ICT development project 
(Lorsuwannarat 2006). According to Yong (2005), the RTG e-government projects 
aimed to support the reform of public services by reducing paperwork and streamlining 
the structures and processes within the RTG organisations, thereby allowing Thai 
citizens to access public services online in more convenience way. As a blue print for 
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the country, the National ICT policy aimed at building a reasonable national IT 
infrastructure, building knowledge-based human capital, and achieving good 
governance via the use of IT reproducing public services and government 
administration (Thuvasethakul & Koanantakool 2002). Thereby extending its core 
competency, the e-Revenue project was continuously implemented in response to such 
needs (Sirisengthaksin 2005, 2006). 
 
Krootkaew (2004) asserts that the most difficult obstacle facing Thailand‘s e-
government initiatives is the required shift in mindset from the customary department-
centric focus of the civil service to a more customer-centric and user-friendly approach. 
Such a change required effective policy development on the part of the Royal Thai 
Government to drive the e-government initiative. Any attempt to implement or utilise e-
government without appropriate planning or policy would have achieved lesser results 
(Chutimaskul 2006). The e-Revenue project was shown in this research to be a project 
that dealt with the change from a department-centric to a customer-centric model and 
one that adopted a user-friendly approach. From the perspective of the senior 
executives, the policy factor was a primary concern for the government sector in 
implementing e-government systems. Policy can then be considered as the initial 
catalyst for reforming government structures and processes that lead to the achievement 
of the e-government implementation. This action by the RTG and specifically by 
executives in the RD confirms the actions of other CEOs and governments reported in 
previous research (Chutimaskul & Chongsuphajaisiddhi 2004; Kroothkaew 2004; Sapat 
2004; Baptista 2005; Ciborra & Navarra 2005; Grant & Chau 2005; Tan & 
Leewongcharoen 2005; Chutimaskul 2006; Soontreerutana et al. 2006). 
 
Ciborra and Navarra (2005) also assert that the planning of e-government policy 
becomes a principal mechanism for reforming government structures that leads to the 
achievement of each e-government initiative. Nonetheless, it depends on the different 
nature of each government organisation in each nation. For developing countries, the 
diffusion of IT has a greater impact on government than in developed countries (Katz 
1988). Moreover, the growth of IT production is greatly affected by government 
policies, which can lead to success in IT projects (Tan & Leewongcharoen 2005). For 
example, in Thailand, an efficient e-government system like the e-Revenue project was 
developed rapidly, with a particular focus on policy-making (Chutimaskul 2006) using 
the application of ICT to improve the management of organisational services and to 
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enhance access to government information and services for citizens, employees and 
other agencies (Soontreerutana et al. 2006).  
 
In Thailand, government organisations have a hierarchical structure which generally 
comprises a system of official positions internally structured in terms of authority and 
power relationships among the leadership and staff in the way similarly described by 
(Hofstede 1991, 2001). Khun Meang, as one of the RD senior executives, mentioned 
that the RD was a decentralised organisation with decision-making authority pushed 
down from the top management to the operational level, based on timely decision-
making processes. This is somewhat contradictory to the norms of Thai societal 
structures and was not a shared perception in the interviews. However, what became 
clear is that decisions about policy and ultimate goals were still controlled by the 
executives in the RD. What was in reality passed down was the ‗autonomy‘ to direct 
staff at the operational level. However the directives were really centrally controlled but 
there was a semblance of delegation downwards. Previous e-government studies (Reich 
& Benbasat 1996; Bullock, Mountford & Stanley 2001; Coglianese 2004; Jansen, Van 
Den Bosch & Volberda 2006) explain that the degree of centralisation affects the speed 
of e-government adoption. In decentralised organisations, the strategies and solutions 
for project implementation were identified by senior executives and then cascaded 
down throughout the organisation. In this case, the policy originally derived from a 
combination of both coercive and normative forces (DiMaggio & Powell 1983). This 
was the case within the RD as well. Jenkins (1978) explained that in centralised 
organisations policy is a set of unified decisions taken by a group of management 
people relating to the means of achieving the objective within a particular situation. 
Hence, the policy mostly existed within the management power as a part of successful 
projects and staff were strictly required to follow this policy in order to achieve the 
organisational goals. In the RD control remained with the CEO and the executives, 
despite reflections of decentralisation. 
 
This research shows that Khun Sup and the other executives in the RD used their 
management powers as a normative or professionalism driven force (DiMaggio & 
Powell 1983) to empower all RD management to have control over the project teams 
and staff within the framework of the same institutional policy in order to successfully 
manipulate the e-Revenue project implementation. They aimed to enhance all RD 
management to increase their control efficiency by managing routine decisions and 
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ensure that their staff followed the policy to implement the required processes in the e-
Revenue project. They did this with reference to increasing their skills 
(professionalism) but within a typical Thai control mechanism (Thanansankit 1999). As 
Thailand has high power distance (Hofstede 1991), Thai staff always acknowledged 
management mandates and policy. Consequently, the RD middle managers and 
supervisors had to ensure efficient two-way communication flow with their 
subordinates with the aims of alleviating the uncertainties of change and decreasing the 
chance for passive resistance among their subordinates.  
 
The RD policy for the e-Revenue project was an ‗open-field‘ (Bourdieu 1993; Gorton 
2000), in which the RD management allowed staff to share common details, to express 
their own ideas and to give feedback to the RD management. When receiving any staff 
feedback, the RD middle managers and supervisors would review any actual project 
requirements and send reports up to their senior executives. The RD senior executives 
would then consider and possibly revise policy details. It was received as ‗advice‘ and 
used as support for the policy itself. It was seen as a means to enable continuous 
improvement (Khun Sup). Golubeva & Merkuryeva (2006) and Chavan & Rathod 
(2009) state that management need to allow their staff to cooperate and to share their 
concerns about e-government projects in order to fix the difficulties or concerns which 
might occur during the implementation of e-government project. This too was the 
practice in the RD.  
 
Policy has always been seen as a key driver of e-government projects and its clarity a 
key measure of their success. Grabow, Druke and Siegfried (2002) and Ho and Ni 
(2004) both stress that the entire process of implementing e-government projects 
requires a clear description of organisational policy, structure and responsibilities. This 
research about the e-Revenue project in the RD of the Royal Thai Government shows 
firstly, that the project was derived from and driven by the whole of government policy 
directives in the National IT Policy; that the specific policy for the e-Revenue project 
was centrally controlled by the executives in the RD; and that operational staff ideas 
were considered beneficial by the policy administrators when used to adjust the policy 
details, particularly for solving project problems in a real time. The Thai social and 
organisational hierarchical structures framed operational and directive processes 
supported by acceptance of the use of control mechanisms by senior executives, the key 
leaders of the project. In essence, it can be argued, the RD senior executives wanted 
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change and better service, but within the boundaries of their control and their 
perceptions of the organisation. It could be said to be a strategy to reproduce their 
authorities and maintain control. 
9.3.2 Leadership Support 
 
The middle and supervisory management level interviewees agreed that leadership from 
the senior management level was an important source of support for their 
implementation processes in the e-Revenue project. Khun Mart (Database Manager) 
and Khun Jit (IT network supervisor) said, ‗My bosses always supported what I wanted 
or asked fror in term of budget or any equipment. Whenever we asked for some 
necessities, they rapidly gave the approval basing on how important they were.‘ This 
can be seen that the leaderhip support was necessary at all levels, from the lower policy 
and project officers to all levels of management. For example, the policy, work process 
and budgets in the RD were normally based on senior management decisions, and 
communicated down the chain, since the government organisation like the RD was 
hierarchically structured. When the senior management level made a decision about the 
e-Revenue project, it was transmitted through three layers of management to the middle 
and supervisory management levels. This Thai management system and its associated 
use of benefits through Kreng Jai
11
 had the ability to encourage staff to work 
effectively on the e-Revenue project due to its strong system of communication 
between management levels and the tendency of managers to constantly monitor and 
encourage their staff.  Kreng Jai itself is also a mechanism to reproduce existing 
structures as it creates a sense of ‗paying back‘ or ‗owing upwards‘. 
 
Implementation was also facilitated through the provision of adequate budgets, IT 
equipment and IT specialists. Reffat (2003) claims that strong leadership support 
ensures long-term commitment to providing IT resources and cooperation among 
different groups. As Ke and Wei (2004) explain, successful e-government projects 
require strong leadership from all management levels who adopted a centralised 
approach to funding electronic projects and developed strategic action plans in 
government organisations. The leadership support described in relation to the e-
Revenue project in this research confirmed those conclusions of Reffat (2003) and Ke 
and Wei (2004). Champions and their role in the success of IT projects are well known 
                                                 
11
 See definition p.244 
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in the literature (Altameem, Zairi & Alshawi 2006; Gil-Garcia & Pardo 2005; Prybutok, 
Zhang & Ryan 2008).  The executives in the RD were the champions and offered the 
high degree of leadership needed for staff to make the project succeed. 
 
The senior and middle management staff in the RD indicated that if the leaders had 
good management capability to adopt new technology, they were able to create an 
efficient policy and plan for the e-Revenue project. This finding is consistent with the 
previous e-government literature (Caldow 2001; Kim & Kim 2003; Schildt, Beaumaster 
& Bailey 2006; Kamal & Themistocleous 2006; Prybutok, Zhang & Ryan 2008), which 
shows that strong management capability is vital to formulate a strategic action policy 
and plan for e-government projects in the public sector. This e-Revenue research has 
shown that the leaders ability to examine and identify IT problems in the e-government 
project, such as anticipating future technical issues, was a valuable trait when leading 
staff during project implementation. This leadership reduced any staff uncertainties 
about the adoption of new technology processes within their job functions, confirming 
Caldow (2001)‘s study which argued that decreasing uncertainty in projects fostered 
success. Kamal (2006) supports this contention and further explains that a high level of 
leadership support and a positive management style have a positive effect on IT 
adoption in government organisations. Thus, both managerial professionalism and clear 
strategic investment are important institutional enablers of innovation integration 
(Chatterjee, Grewal & Sambamurthy 2002). In the e-Revenue project the senior 
executives used their professional status and improved their own IT skills, used IT as a 
means of communication rather than the traditional Thai memo system, and enabled all 
staff to improve their skills through advanced training. 
 
In the e-Revenue project, Khun Sup and other RD senior executives explained the 
significance of broadcasting via the intranet and created a practice of using IT as the key 
strategy for creating organisational change to improve tax operations and services to the 
Thai public. It is clear that the RD senior management attempted to develop a clear 
understanding of the role and ability of IT with their staff. After the RD staff received a 
clear message from the management that implementation of IT innovation was 
important, generally expected and even rewarded, they were willing to change their 
work processes and had no resistance to implement the e-Revenue project in the RD. 
This managerial action in the RD assisted the organisation to develop an environment 
conducive to successful e-government implementation, confirming the studies of Choi 
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and Change (2009) and Klein, Conn and Sorra (2001) who concluded that good support 
and actions from the management can form employees‘ new technology acceptance and 
produce cooperative work environments in the e-government project implementation. 
This is an institutional enabler for successful implementation. 
 
However, Khun Ri, the chief of operation officers, did offer an additional opinion in 
that the leaders could not work by themselves in every project — they required the 
power of teamwork and staff willingness to achieve organisational objectives. 
Leadership support for teamwork is shown in this research to be very encouraging of, 
and helpful to, the e-Revenue project when staff accepted and agreed with the project 
plans and objectives. This finding is similar to the study of Prybutok, Zhang and Ryan 
(2008) that efficient teamwork in the successful e-government project performs an 
essential role in the development of e-government applications, and provides the 
compulsory guidance about information resources and technology methods. Dynamic 
teamwork also maintains good performance and functioning of staff in project, again a 
scenario mentioned by staff at all levels in implementation of the e-Revenue project.  
 
Both the RD middle managers and supervisors noted that strong organisational 
leadership facilitated the successful implementation of the e-Revenue project. In the e-
Revenue project, the RD middle managers and supervisors were mandated by senior 
executives to follow and respond to the project plans. The management mandates 
compelled the middle managers and supervisors to accept a new electronic driven 
policy of IT adoption for all processes and also to accept new strategies about their 
staff‘s work processes. The senior executives appointed one of the middle managers to 
be a project team leader controlling both the project plans and staff implementation 
processes. It was vital for the RD middle managers and supervisors to offer close 
assistance to their staff during implementation. Kim and Kim (2003) explain that the 
successful development of e-government projects requires government leaders and 
managers at all levels who understand the project objectives clearly and develop 
effective e-government plans in the organisation. The impact of leadership on the 
effectiveness of e-government projects is significant (Irani et al. 2005) and can provide 
useful guidance in relation to technology management and information resources 
(Prybutok, Zhang & Ryan 2008). The findings from this study also show clearly that 
leadership is a key factor in e-government project success. 
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This research also showed that all management levels must employ continual actions to 
control and support their staff implementing projects. This finding is also consistent 
with previous e-government studies (Gupta & Jana 2003; Ho & Ni 2004; Bannister 
2005; Morcol 2006), which state that the management must take steady actions and 
apply management powers to their staff maintaining the focuses of employees within 
projects. This study further explains that the management mandates provided necessary 
supplementary motivation to the RD staff to adopt the e-Revenue project. Through these 
management directives, Khun Sup from the senior management level also realised that 
lower management levels must remain vigilant and that management directives had to 
be continually made and re-made and their implementation monitored regularly.  
 
Khun Toom, one interviewee from the middle management level in the RD added that 
the approval of project requirements in a timely manner could help the RD staff to 
implement the e-Revenue project smoothly and quickly. She considered that the faster 
staff gained approvals, the faster they completed the e-Revenue project implementation. 
The Thai RD leaders were mainly responsible for determining what project 
requirements were needed for the operational staff (in a similar fashion to Bannister 
2005; Ho & Ni 2004), and their authority played a significant role in whether innovation 
efforts were discouraged or enhanced (Kim & Bretschneider 2004). Moreover, relevant 
financial support and work process reform was commonly initiated as a result of 
decisions made by the management levels reacting to the requests, necessities, and 
situations of the work environment, which can affect the organisational performance 
and activities in the e-Revenue project. Control was fundamentally centralised through 
coercive force, mimicking previous processes. What was new was the use of IT as a 
tool.  
 
All interviewees from middle and supervisory management levels mentioned that they 
had to create a collaborative work environment among those implementing the e-
Revenue project. This relates to the RD policy (as a coercive force) and project plans 
which aimed to drive and enhance a collaborative work environment in the organisation. 
From Hofstede (1991), collectivism pertains to ―societies in which people from birth 
onwards are integrated into strong, cohesive in-groups, which throughout people‘s 
lifetime continue to protect them in exchange for unquestioning loyalty‖ (Hofstede, 
1991, p. 51). Thailand is a highly collectivist culture (Hofstede 1991; Thanasankit 1999) 
in which the Thai staff prefer to work as a group rather than as individuals. Under these 
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conditions, the RD management easily applied a directive for the RD staff to use 
teamwork in project implementation. The RD executives considered that a collaborative 
work environment was able to lead the RD management and staff to share ideas and 
discuss project problems during their implementation processes. This finding confirms 
previous e-government studies (Leonard 1995; Nonaka & Takeuchi 1995) which show 
that communication and interaction among people or groups are important in term of 
helping staff knowledge improvement in their jobs. The public organisations that work 
in a collaborative work environment can make a variety of organisational actions, which 
leads staff to achieve the organisational goals in a faster manner (Selznick, Dimaggio & 
Powell 2005). Therefore, the leaders in the public organisation have to create a 
collaborative work environment in the organisation, which is beneficial for 
implementing an e-government project.  
 
In the e-Revenue project leadership support played a significant role in the success of 
project implementation.  It is clear that the senior executives in the RD were determined 
to ensure the project was successful and they implemented the project through clear 
directives about policy and the nature of the work, teamwork and that all of this was 
supported by them practicing the adoption of IT themselves, by offering training to all 
staff and by using new processes such as an intranet for communication. Staff were 
encouraged to provide feedback through their teams and work in a project where pride 
in outcomes reflected on their organisation the RD and on their own work. Leadership 
was their mechanism to maintain or reproduce the status of the RD in the Mininstry of 
Finance and in the Royal Thai Government. 
9.3.3 Staff Expertise 
 
Each management interviewee in this research mentioned that staff IT expertise was 
important to the successful implementation of the e-Revenue project. This finding is 
consistent with previous e-government literature (Wargin & Dobiey 2001; Ruzaigi 
2003; Chutimaskul & Chongsupajaisiddhi 2004; Chen et al. 2006; Hossan, Habib & 
Kushchu 2006; Kamal 2006; Carr & Gannon-Leary 2007; Escobar 2007; Obi 2008), 
which suggest that IT expertise is required when setting up an e-government project. 
This research notes that public organisations with staff that are well informed about 
technology concepts are better equipped to deal with e-government projects. Ebrahim 
and Irani (2005) adds that there are number of technologies that government 
organisations need to adopt to supply necessary facilities for the integration of their 
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system in a way that enables them to build an efficient basic platform for implementing 
their e-government projects. Staff are required to improve and update their IT skills in 
order to perform their e-government tasks precisely. Ruzaigi (2003) supports this, 
stating that staff who possess IT technical knowledge in installing, configuring, 
planning and sustaining the new technology are fast learners and easily adjust to adopt 
the needs of e-government projects in the government organisations. This assists the 
government organisation in its smooth implementation of any e-government project.  
 
In the RD, the staffing was defined by the senior executives as significant human capital 
(Bourdieu 1986; O‘Brien & O'Fathaigh 2005) essential in implementing the e-Revenue 
project. They realised that each RD staff member was vital to operate IT systems 
correctly in order to achieve the RD objectives. As a result, improved and high level IT 
expertise for the RD staff was required by RD management for project implementation. 
In order to have successful implementation of the e-Revenue project, the senior 
executives decided to universally improve staff IT skills. In essence they were applying 
IT professionalism as a normative force (DiMaggio & Powell 1983) in the RD. The 
normative force through adaptive staff behaviours and the encouragement of senior 
leadership became instinctively established in the RD and encouraged staff to accept the 
use of IT in their work processes. The RD senior management aimed to change staff 
habits and work processes to involve technology in all business practices. Subsequently, 
the RD middle managers used the directives from their senior executives to arrange IT 
training in order to educate the RD operational staff in technology, with the intention 
that those staff would become qualified IT staff within the organisation. As a result, IT 
training was provided to improve staff IT knowledge.  The managers interviewed in this 
study all argued that this strategy was a key factor in the success of the project. This 
finding is consistent with the studies of Ruzaigi (2003) and Chen et al. (2006) that show 
that low levels of computer literacy lessen e-government project priorities due to the 
lack of IT knowledge among staff. They argue that government leaders need to provide 
sufficient IT training in order to improve staff becoming qualified-IT staff in their 
organisations. The e-Revenue project succeeded in part because of this drive to improve 
staff IT skills. 
 
Khun Nart, one of the RD supervisors, mentioned that technological acceptance and the 
advanced levels of IT comprehension of the RD staff were important to the adoption 
and implementation of the e-Revenue project, confirming a previous study by Ruzaigi 
    260 
(2003), who concluded that staff who understand and poss technical knowledge in 
installing, configuring, planning and upholding the new technology in the context of 
government processes are directly beneficial to the successful e-government project.  
 
In the RD, the supervisors also used the training to support the needs of the project as 
stated in the directives of the senior staff. They noted that work processes had to change 
and that they would be trained in the skills needed to accomplish those changes. They 
ensured that their staff followed the project plans and gained staff understanding of the 
IT skills necessary to make it happen. These actions were taken because the supervisor 
was in a key position, which not only needed to be well organised, but needed to ensure 
that the project requirements of the executives were met in relation to the outcomes and 
productivity of the e-Revenue project in particular. The RD supervisors had directly 
experienced actual insights into staff‘s work problems and concerns and therefore 
played in a key role in assessment of the IT skills needed for training by their staff. 
They worked closely with their staff and were able to acknowledge that staff‘s 
acceptance and comprehension of technology were important to enable effective 
implementation of the e-Revenue project. The RD supervisors realised that if staff did 
not accept and understand the ‗whole picture‘ as well as how IT applications of the e-
Revenue system worked, then the process of e-Revenue implementation would be 
delayed and would incur difficulties. As a result, technological acceptance and 
comprehension from staff are important to the adoption and implementation of e-
government project, confirming a previous study of Tseng et al. (2008) who noted that 
during the implementation and adoption of new technology innovation, the 
technological understanding and acceptance of staff must be employed to strengthen the 
desire image of e-government project. These IT skills that the staff had were vital to 
change work processes to such an extent and they too become a key factor in project 
success. The hierachical nature of Thai organisation and society acted to reproduce 
accepting behaviour, ensuring adoption of the use of IT, almost without question. 
9.3.4 Changed Work Processes 
 
The need to change work processes is one of key factors that was identified by the Thai 
public administrators as significant to the successful achievement of implementation of 
the e-Revenue project. The supervisory management staff were more familiar with the 
operating systems of the e-Revenue project and its associated work processes than the 
other two management levels. Khun Korn, one of the RD supervisors, explained that 
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the previous system in use in the RD in terms of taxation and revenue had involved 
many complex steps related to old work processes associated with paper reporting. The 
programmers and the IT developers had to eliminate certain steps and change them to 
fit the requirements of the new electronic systems. Each management interviewee noted 
that it was necessary to reform the old system to not only introduce a set of more stable 
work processes but also to more easily manage the project as a whole. Reviewing the 
evidence in the literature, Ciborra and Navarra‘s (2005) research showed, like this study 
has, that e-government projects require the reorganisation of government processes to 
overcome difficulties facing public administration. The operationalisation of e-
government depends on an understanding of the overall process in order to best manage 
ICT capabilities, which in turn can support good governance (Okot-Uma 2000).  This 
often means changing work processes. 
 
As e-government is considered to be the use of IT to improve and reform governmental 
management processes for citizens, businesses and government (Alcock & Lenihan 
2001; Baptista 2005; Chircu & Lee 2005; Cook et al. 2002; Heeks & Bhatnagar 1999; 
Sakowicz 2003; Snider 2001), an effective process of e-government must be 
characterised as an iterative process of decision-making and information assembly, 
underpinned by efficient and appropriate work processes. The e-Revenue project 
required that staff work processes had to change. The senior executives mandated and 
then institutionalised new work processes justified by their IT policy for the whole 
Ministry. This again can be argued to represent a coercive force (DiMaggio & Powell 
1983) to drive and direct the RD staff to change their daily operations from paper to 
electronic processes. The RD senior executives had centralised political power to 
address the policy and work process required for their staff. These actions, according to 
the managers interviewed, were successful. To some extent this success arises because 
Thailand is a high power distance culture (Hofstede 1991; Hallinger & Kantamara 
2000b) and is a strongly hierarchical and bureaucratic society. Persons of lower status 
(such as age, seniority and position) then physically and mentally defer to those people 
of higher status, accepting differences in power as a normal feature of social relations 
(Hallinger & Kantamara 2000b). It is naturally for the Thai staff to acknowledge 
management requirements with no resistance and question. 
 
Ciborra and Navarra (2005) argue that reform and innovation are significant pre-
conditions for institutional IT policy to become evident. The implementation process 
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has to follow the detail of project plans which guide and instruct the staff to reform 
their work processes and to develop new systems for e-government projects (Grabow, 
Druke & Siegfried 2002). Investigation of the changed work process demanded by the 
senior executives in the e-Revenue project reveal that the reform of work processes in 
implementation of the e-Revenue project began with each individual staff, grounded in 
a clearly directed policy initiative and planned mandates. Work processes had to be 
transformed to save time and costs for the project. Each interviewee noted that reform 
of work processes improved work productivity and changed the way staff performed 
their daily tasks. According to a study by S-Haghighi (2007), the development of e-
government process can be seen as an evolutionary process in government 
organisations which can transform the quality of public services, improve cost 
efficiency and assist citizens and the public sector to access e-government services 
more conveniently and effectively. This suggests that the greater the degree of reform 
of work processes using IT in government, the greater will be the access to government 
services for citizens, businesses and other government agencies. Khun Sup and other 
executives interviewed stated that the e-Revenue project in Thailand had improved 
access for citizens and much of that access achieved derived from improved and 
changed work processes. 
 
Previous e-government literature (Okot-Uma 2000; Garcia & Pardo 2005; S-Haghighi 
2007) states that the incremental adoption of IT applications and equipment leads to the 
transformation periods of processes and functions in government organisation. The 
process can be improved by using the power of IT to transform the quality and cost-
efficiency of public services and to stimulate the relationship between the government 
and other sectors (citizens and businesses). Moreover, the use of IT needs to be 
appropriate for the relevant implementation process. Grabow, Druke and Siegfried 
(2002) argue that e-government necessitates a transformation associated with other 
reform plans in staffing. Staff who have good technical knowledge can be directly 
helpful to the successful e-government project (Ruzaigi 2003; Chutimaskul & 
Chongsupajaisiddhi 2004; Chen et al. 2006).  This research has shown that, from 
interviews with all of the key managers, that the work processes required for the project 
meant that the RD had to develop staff with competent high level IT experience and 
skills, and change their work practices. This, the managers argued, were actions needed 
to effectively implement the e-Revenue system. This finding is consistent with Ciborra 
& Navarra (2005) that the major goals of e-government are to overcome difficulties in 
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staff operations and to improve the administrative processes. The qualified IT staff 
were needed to adapt and eliminate the overly complex paper-based work processes 
previously in use in the RD in order to succeed with the e-government project.  
 
This study has also shown that the process of work reform had to start with the leaders 
in the RD seeking better tools and applications to help their staff and organisations to 
transform their existing processes. The senior management staff explained that the use 
of IT was the significant tool necessary for rearranging work processes using relatively 
simple methods. They believed that if staff could perform their tasks with IT within a 
positive and well-organised environment, the reform process would more likely be 
completed successfully. According to a report by Grabow, Druke and Siegfried (2002), 
the process of e-government implementation impacts on technology and staffing areas 
in so far as they need to be compatible with the new IT system requirements. Staff will 
be less likely to be resistant or experience problems if these tools or applications are 
compatible with their routine work practices and organisational culture. Sarikas and 
Weerakkody (2007) add that the modification of work processes through digital service 
delivery in e-government is difficult to adjust initially, but that the government process 
will improve and operate more efficiently over time. This research has shown that 
resistance to and change in work practices and processes in the RD was one of the 
influential factors on the successful implementation of the e-Revenue project. However, 
they also noted that these changes had to be supported financially. 
9.3.5 Financial Support 
 
The data obtained from the management interviews in the RD showed that financial 
support from the leadership was significant to the success of the project, as it could 
either enable or delay the project. Khun Sup explained that the RD staff normally 
looked for leadership support to allocate more funds and resources to the e-Revenue 
project in particular when they demanded IT equipment or application to make the 
project work and support their changed work processes. If the RD staff were lacking 
this support, they believed that they would not have been able to implement the e-
Revenue project so successfully. This point is supported by previous e-government 
research (Kim & Kim 2003; Reffat 2003; Ke & Wei 2004) who noted that government 
leaders have to allocate sufficient funding for the implementation process of e-
government. Also, Khun Korn (IT application supervisor) agreed that ‗It was important 
for getting enough budgets to buy new hardware and software in order to operater 
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efficiently and correctly. We had a budget which was arranged by Khun Sup ( CEO) 
and Khun Meang (CIO) to replace unprofessional computers or servers. However, these 
depended on necessity of that equipment.‘ 
 
According to a report from the United Nations (2001), a powerful e-government project 
has to be supported by a huge budget and by positive commitment from management. If 
any government organisation does not have executive support in the way of finance, it 
will face some delays in implementation. Cibborra and Navarra (2005) added that the 
reform in government and bureaucratic systems need supportive establishment, such as 
IT policy and budget, to enhance staff operations. If the leaders can actively contribute 
adequate IT budgets, their staff will be motivated to implement the e-government 
project in their organisation more effectively (Kamal 2006; Morcol 2006). Previous e-
government research (Mohr 1969; Millard 2002; Ebrahim & Irani 2005; Montagna 
2005; Kamal 2006) also explains that when implementing an e-government project, 
financial support is important for obtaining and developing sufficient levels of IT 
necessities, both hardware and software. Ndou (2004) stated that financial support 
could assist the government organisation to arrange IT training courses for its staff and 
build capable IT infrastructure for an e-government system. It is a catalyst for quick 
implementation of e-government projects. Also, Warkentin et al. (2002) revealed that 
financial support can improve the effectiveness and efficiency of internal staffing and 
government operations, communications with citizens, and interactions with both 
individuals and other organisations. 
 
The RD management noted that financial support was essential. In effect it is what 
(Bourdieu 1986) calls economic capital. It refers to the financial resources that can 
fulfil staff‘s demands including budgets for technology and human resources. This 
capital investment was seen by the RD senior executives as essential for project success 
and which they recognised relied on their senior executive‘s support and vision. The 
senior executives in the RD financially supported the other RD managers and their 
operational units during implementation processes in order to assure sufficient funding 
for their demands to only use IT, to create new systems and change their work 
processes. Every RD unit demanded reliable and efficient IT infrastructure from the IT 
division, including new IT equipment and high speed from the leased-line network, to 
do their tasks in implementing the e-Revenue systems. Management at all levels in the 
RD noted that they understood that if any RD operational unit did not have sufficient 
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budget distributed, their implementation of the e-Revenue project might have taken 
longer to complete. Previous research has shown that around the world e-government 
initiatives are primarily focused on financial support (Akomode et al. 2002). Using IT 
in public administration requires sufficient financing to improve employees‘ IT 
capabilities, to construct IT infrastructure and to organise IT training (Montagna 2005). 
This conclusion is further supported in this research which revealed that the e-Revenue 
project demanded consideration of enough IT budget in the project right from the start, 
and that any division with high levels of financial support was more able to quickly and 
effectively implement the e-Revenue project. The search for success by the RD 
executives meant sufficient funding were required so that proper service provision 
would enable Thai society to continue recognition of their status and thus maintain their 
relative strength. 
 
Khun Toom, as an IT manager in the RD and who wrote the financial plan in the e-
Revenue project, explained that there were two main drivers in the RD financial plans: 
IT infrastructure and IT training. The biggest funding was for IT infrastructure. This 
amount involved the physical hardware used to interconnect users and the computer 
system, and the software used to receive, send and control the signals that were 
delivered in the RD. Khun Toom explained that the budget for staff training was also 
vital for the RD to provide enough IT training programs for the RD staff in order to 
become IT-qualified and to reach the standards and skill levels necessary for 
development and implementation of the e-Revenue project. This study showed that the 
availability of financial resources can build efficient IT infrastructure and educate the 
staff to implement projects effectively and quickly. Finally, this study showed that 
financial support, controlled by management, can be used to enhance staff operations 
and fulfil their project requirements. However to make an outcome of successful 
implementation certain, the managers in the RD stated that attention also had to be paid 
to the organisational context of the project and thus its organisational culture. 
9.3.6 Organisational Culture 
 
The organisational culture in all of the Thailand‘s government organisations has been 
deliberately shaped over more than 100 years by the actions of many leaders through 
policy, directives, and regulations which have been used to determine how the Thai 
civil service is to work and the way staff performed and responded. Various e-
government initiatives were established by the Shinawatra government (See Chapter 4) 
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to change the way staff worked and to change the organisations they worked for.  There 
was a perceived need that government believed to change the culture of the Thai civil 
service. The e-Revenue project was framed to have an effect on that old culture through 
the adoption of new electronic-based tasks to deliver better service and more 
accessibility to the Thai population. To deal with these inevitable changes in the 
organisational culture, the RD management used their inherent power and the existing 
hierarchical structures to control their staff with the aims of gradually changing their 
work processes to follow the project plans. Khun Sup, the CEO of the RD, mentioned 
that instigating change to the organisational culture must be carried out slowly in order 
to minimise the potential for conflict with staff. He also noted that it was vital for the 
management to obtain staff trust and acceptance of new IT operating system in the 
organisation, rather than forcing the issue.  This then was what was put into operation, 
and the careful use of existing structures was successful in creating change in the RD 
and thus to the services they delivered. 
 
Warkentin et al. (2002), Kim & Lee (2004) and Ho & Ni (2004) show that 
organisational culture affected IT knowledge shaping in the organisation. Due to the e-
government projects have been principally designed to transform government processes 
from a paper-based to an electronic method (Grabow, Duke & Siegfried 2002; S-
Haghighi 2007). The leaders have to convince staff accepting new IT work processes in 
their routine operations (Kim & Lee 2004; Ho & Ni 2004). Nevertheless, to make staff 
believe in the advantage of using IT as part of their operation is not an easy task for 
senior executives, in particular changing their working cultures and behaviours.  
 
According to AlShihi (2006), to successfully implement e-government initiatives 
requires effective planning that aligns with organisational culture as well as the broader 
requirements of the organisation. This is due to the fact that organisational culture 
directly influences staff‘s behaviors and has an effect on how people acted and worked 
in their operations. Even though culture in most organisations is examined as individual 
behaviours rather than as individual thinking (Weisinger & Trauth 2003), Thai 
organisational culture can be slightly different from one organisation to another or from 
one person to another. As a result, it was vital for all management levels in the RD to 
clearly understand the nature and character of this Thai organisational culture before 
planning or implementing new projects.   
 
    267 
Compared with other organisational cultures, Thai culture is respectful of seniority and 
reflects high power distance (Hofstede 1991) which informs the behaviours of 
administrators to demonstrate unusually high deference (‗Kreng Jai‘) towards those of 
senior status in all social relationships (Hallinger & Kantamara 2000a). Also, it 
constructs a tendency for Thai administrators to lead by rule and regulation. Thai 
administrators acknowledged the power of others based on formally hierarchical 
positions. This reflects a history of Thai civil service organisations constantly 
reproducing the same rules and processes continually. The actions of the Shinawatra 
government were intended to challenge traditions and disestablish this process of 
reproduction of the old. Based on this study, the RD had made an effort to modernise its 
department by using IT, and placed more responsibility in the civil service to nurture a 
work environment that encouraged change through the use of electronic applications, 
particularly in the RD system. To deal with any changes in the organisational culture, 
the RD senior management level had used their hierarchical structures (Jenkins 1992; 
Bourdieu 1993) to control but also support all subordinates and staff to move in the 
same direction and to achieve the same objectives. Khun Na (an IT training supervisor 
in the RD) revealed that the leadership in the RD needed to consider the particular 
character of each individual staff member to determine how best to dealt with him/her 
during implementation of the e-Revenue project. He noted that the existing 
organisational culture relied on the nature and perceptions of each personality as they 
had developed over years of working in the ‗old‘ RD. If staff were more familiar with 
the old system and afraid to use a computerised system, resistance would be based on 
feelings of uncertainty and anxiety in their existing jobs. This significantly became a 
difficult task for all management in the RD not only to manipulate these circumstances, 
but also to inspire staff working on the change in operation systems, thereby extending 
the domain of the RD‘s organisational culture to be successfully used to achieve the 
organisational goals of change using IT.  
 
The analysis of the supervisors interviews in this research show that their staff required 
a positive and friendly environment to ensure that the project was successfully 
implemented.  Khun Nart (Database Supervisor) said, ‗Staff in the Revene Department 
are friendly and helpful. We were positive thinking people and knew that we had to help 
each other until the e-Revenue project implementation completely‘. This 
recommendation is consistent with the findings and experiences of Sirisaengtaksin 
(2005, 2006), who stated that government agency require change and effective IT to 
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succeed in Thailand.  Warkentin et al. (2002) and Weisinger & Trauth (2003) describe 
how the culture within the organisation is related to staff behaviour. The result of this 
study also showed that the organisational culture affected how staff in the organisation 
changed their work processes in accepting new work environment. They needed to be 
transformed in terms of their behavior. According to United Nations (2001), if staff are 
trusting and open to new organisational culture, they will more likely operate their 
behaviour in line with new and clear organisational goals and visions. Creating such an 
IT working environment in the RD changed the structure of organisational culture 
through developing new work process with the use of IT, changed their perceptions of 
what their tasks were in relation to the Thai population and established the need for 
change to modernize Thailand and its government This became one of the most 
important tasks for the RD management to do to successfully implement the e-Revenue 
project. However, whilst ‗old practices‘ were reformed, the hierachical structures and 
centralised control remained in place. 
9.3.7 Collaboration 
 
Collaborative relationships among individuals or organisations have been found to 
facilitate and accelerate the stages of e-government project implementation is one of the 
key factors which can lead government agencies to success in the implementation of e-
government projects (Chircu & Lee 2005; Gil-Garcia & Pardo 2005; Mahrer & 
Brandtweiner 2004). The influence of collaboration was also evident as having an 
impact on the success of the e-Revenue project. Each of the managers interviewed 
revealed that the RD senior executives used their influence (field - Bourdieu 1993) 
through their management powers to enhance the relationship and collaboration 
between the RD management and staff and between the RD and other Thai government 
agencies. They used their directives to order the RD managers to form their operational 
staff to work as implementation teams. The RD senior executives realised that forming 
productive implementation teams created many benefits to the RD in particular, 
lessening lead-time and reducing the number of the RD staff. Also, they understood that 
the RD staff preferred to work in groups rather than as individuals.  These teams, they 
believed, assisted the managers themselves to collaborate across divisions and into other 
Ministries. 
 
The collectivist aspect of Thai culture frames the context of change by its positioning as 
a group-based society more than as individualistic (Hallinger & Kantamara 2000a). The 
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collectivist nature of Thai culture implies that people join together based on their origin 
to form a strong group (Hofstede 1991, 2001). The RD leaderships were able to form 
strong implementation teams for the e-Revenue project based on these norms in Thai 
society where collaboration at all levels of society is normal. The RD staff, the 
managers noted, supported this action and liked to work as part of an implementation 
team because they could finish their tasks more quickly than working on their own. In 
essence, the teams were reproducing normal Thai societal structures. 
 
In order to have a good implementation team, the RD middle managers realised that 
they had to focus on communication and on the relationships between themselves and 
their operational staff. They decided not only to provide opportunities for their 
operational staff to discuss and share their ideas in the internal meetings, but also to 
participate in their development teams in order to understand what their operational 
staff actually needed and understand what affected them. These operational staff felt 
that their managers were like their partners, not their boss. Both the RD managers and 
their operation staff were willing to help each other to implement the e-Revenue project 
following the published plans and thus achieve the e-Revenue project‘s objectives. This 
finding confirms the findings of Kearns (2001), Papantoniou et al. (2001), Kim (2005) 
and Kamal (2006) that the implementation of the e-government project involves 
managing a technology workforce in the public sector, it is vital for the government 
leadership to create a good relationship with their staff in order to achieve their 
objectives faster and more resourcefully. Good collaboration between management and 
staff lea the public sector reduces cost and time as well as improves the performance of 
staff. This study suggests that working as a collective team assisted the Thai leadership 
at all levels to work with and control their staff who were better motivated working in 
teams. The outcome of achieving the e-government objectives smoothly and quickly in 
this project resonates somewhat from this collaboration and collectivist behaviour. 
 
From another perspective, Khun Sup, the chief executive officer of the RD, claimed that 
the work of individual teams could be carried out more quickly and efficiently if 
information and applications were shared in the organisation. He particularly noticed 
that the e-Revenue project had huge data and information records to communicate 
within the RD. Some data used in the Department were the same, but some were not. He 
considered that the exchange of all data and information within the RD was necessary. 
Khun Sup directed the RD managers to develop data sharing systems across the RD and 
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between the RD and other Ministries with the aim of assisting all RD divisions to share 
data, share new information, save time and save cost. Previous research (Caffrey 1998; 
Dawes & Prefontaine 2003; Gil-Garcia & Pardo 2005) also shows that data sharing is 
one characteristic of effective IT project development. The data sharing process 
includes the transformation of business processes, the introduction of official 
information standards and the creation of data exchange systems, to allow internal units 
to share data and information with other units.  
 
Khun Nart, a database supervisor in the RD, mentioned that if external collaboration 
had not been established, the e-Revenue implementation process would have been 
delayed significantly. The e-Revenue services system had many data attributes that had 
to deal with other external agencies, including banks and financial institutions. At the 
beginning of the e-Revenue implementation, external collaboration was very difficult to 
establish because each agency had its own data and own applications. They did not want 
to share information and processes with the RD. However, the RD management tried to 
explain the significance and benefits of sharing information together, such as saving 
time, cost and staff and improving the efficiency of business transactions. After 
understanding this, the financial institutions and banks were soon looking to share data 
and combine financial services with the RD through the e-Revenue system. Ciborra & 
Navarra (2005), Gil-Garcia, Chengalur-smith & Duchessi (2007) have noted that the 
initiatives of e-government require that several organisations, including government 
organisations, non-profit organisations, and private sector organisations, combine their 
business processes and help each other to reform government processes and share 
significant information with the aim of having a fast implementation process. The study 
of Gil-Garcia, Chengalur-Smith and Duchessi (2007) further mentions that government 
organisations attempt to develop information-sharing features in their e-government 
initiatives because they know that their organisations could gain benefits related to 
having better services, increased performance effectiveness and saving on operational 
costs. As a result, the high level of collaboration positively affect IT implementation in 
the government organisations (Kearns 2001; Papantoniou et. al 2001; Kim 2005; Kamal 
2006).  In the e-Revenue project, these benefits accrued to both the Thai Government, to 
the collaborating agencies and private organisations and to Thai citizens. The positive 
outcomes confirmed the important status of the RD. 
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The RD established collaborative networks and integrated public services both 
internally and externally in order to save on organisational resources such as time, cost 
and people. The Thai RD leadership developed a plan and policies that supported 
collaboration both within and across their government organisations. The main effect of 
collaboration was related to internal collaboration rather than external collaboration. 
Internal collaboration particularly involved having a good working environment, 
working as a collective team, and developing a data sharing system which needed to be 
established in order to successfully implement the e-Revenue project quickly. On the 
other hand, external collaboration was related to the establishment of good connections 
between the Thai government organisations and external agencies, such as banks, 
financial institutions and other government organisations. This collaboration assisted 
both to share data and combine financial services with good outcomes to the Thai 
public. The use of collaboration motivated staff and other organisations and assisted the 
Thai government, notably the RD, to achieve the project goals faster and more 
resourcefully.  However, like all aspects of the e-Revenue project, the underlying driver 
was technology itself. 
9.3.8 Technology  
 
Technology allows governments to service citizens in a more efficient, well-timed and 
cost efficient manner (Evans & Yen 2005). This research has found that there were 
eight indicators of the use and value of technology that affected successful 
implementation of the e-Revenue project: IT infrastructure, IT security, IT standards, IT 
reliability, IT capability, IT equipment, IT skills and informing the staff of the value of 
IT. The first seven of these factors were anticipated by the researcher as they had 
previously been identified in the research literature (Chapters 2). However, the last 
factor, informing the staff of the value of IT, was unexpected and has already been 
explained in section 9.2.3. This continual reference to the value of IT assisted the Thai 
staff to accept the use of IT and implement the e-Revenue project with no resistance. It 
can be argued that it was a deliberate process to ensure control, enable success and thus 
maintain status. 
 
In the early stages of project development, IT infrastructure was found to be a 
fundamental IT requirement which needed to be satisfied prior to the development and 
then implementation of the e-Revenue project. All managers in the RD realised that 
developing a robust technical infrastructure would build an effective e-Revenue system. 
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This  finding supports the conclusions of both (Escobar 2007; Obi 2008), who found 
that those countries that focus on meeting the technical prerequisites for e-government 
will move more quickly and easily towards achieving a successful e-government 
project. IT infrastructure enables a government organisation, like the RD, to efficiently 
work together, participate and share information. IT infrastructure relates to the 
complexity of existing hardware and software available within the organisation, to the 
reliability of communication and network system, and to the degree of formalisation of 
system development (Ang, Davies & Finlay 2001; Chen & Gant 2001; Kuan & Chau 
2001; Gibbs, Kraemer & Dedrick 2002; Grant & Chau 2002; Jaeger 2003; Kim & Lee 
2004; Chircu & Lee 2005; Ebrahim & Irani 2005; Chen et al. 2006; Escobar 2007; 
Kaliannan, Awang & Raman 2007; Obi 2008). It is a basic tenet of the technical 
requirements that assist staff to made interactions of business information among 
government organisations more effectively (Lin 2007). As the expansion of 
communication and technology has changed government systems as part of e-
government initiatives, the government then has to focus on the technical requirements 
which have a significant effect on the ability of e-government system to work properly 
(Evans & Yen 2005). 
 
The senior manager, Khun Ri, revealed that the e-Revenue project was concerned with 
technological innovation and the use of IT that functioned best with the needed and 
identified operational processes. The successful implementation and adoption of the e-
Revenue project demanded that the RD had high quality IT infrastructure in order to 
efficiently perform business processes online using high quality and efficient IT 
systems. This point is consistent with Gichoya (2005) that e-government, which 
improves the quality and efficiency of internal administration and relocates government 
services from government main office to locations that are closer to citizens, requires a 
good quality infrastructure that has a large bandwidth and provide affordable to the e-
government services to the Thai public and private sectors. This study shows that the 
successful implementation of the e-Revenue project required and then used a substantial 
degree of technical competence through integrating distributed systems and through 
provision of essential technological infrastructure to ensure smooth and efficient 
adoption. 
 
Second, the findings reveal that resolving IT security issue was another significant 
success factor identified by the senior and middle managers as necessary for successful 
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and efficient implementation of the e-Revenue project across both Thailand‘s 
government organisations and its private sector. Each manager stated that users of the e-
Revenue system — the citizens and government employees — were concerned with the 
privacy of data and its applications and expected high levels of security from the e-
Revenue system. It was vital for the RD establish a secure system which protected the 
confidentiality and integrity of public data. This was a key focus in the plans and then 
implementation of the project. This finding confirms some previous e-government 
research (Irvine 2000; Milner 2000; Joshi et al. 2002; Moon 2002; Holden et al. 2003; 
Roy 2003; Evans and Yen 2005) which shows that government organisations have to 
develop IT security in their e-government systems for their acceptance and use by the 
public. The systems are expected to protect data in a secure database system and prevent 
unexpected technical problems, such as external threats, hackers or viruses. These affect 
capability of the system and enhance the public trust and users‘ perceptions of the e-
government system. (Hinnant & Welch 2003) further assert that the degree of electronic 
usage can be seen as an indicator of a user‘s satisfaction with electronic interactivity 
and transparency. There is a common agreement among users and the government that 
IT security is a significant factor that can either assist or obstruct the implementation of 
e-government projects (Lam 2005). This factor was considered by the senior executives 
in the RD to greatly affect the public‘s trust and perceptions of e-Revenue project. The 
RD managers all agreed that their organisation needed to develop IT security system to 
the highest level of competence in their initiatives. This was an important consideration 
as the continuance/reproduction of status related on the maintenance of trust.  
 
Third, the findings from this study show that building and using IT standards is a 
significant factor in success, according to the senior and middle managers. Standards, 
they believed, enabled interoperability across the RD. These managers explained that 
the information systems within different government divisions did not align with any 
one particular standard and therefore were not compatible with each other. 
Consequently, establishing IT standards was an important issue for the developers to 
allow interoperability among the RD divisions, just as (Lam 2005) observes that it is 
necessary to have standardisation in data formats and applications in every department. 
The RD, the managers believed, could save time, costs and human resources by not 
having to repeatedly reformat data that was transmitted across the organisation. 
Standards were identified and operationalised across all aspects of the IT systems 
running the e-Revenue system. Previous e-government research (West 2000; Caldow 
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2001; United Nations 2002; Jaeger 2003; Bhatnagar 2004; Stowers 2004; Akman et al. 
2005; Gil-Garcia & Pardo 2005) explains that the issue of differential technology 
characteristics in e-government systems is a major concern to both the developer and 
implementer in the e-government project implementation. A lack of IT data standards is 
a key technical barrier to implement the e-government project since the data formats 
applied by one application may be incompatible with other applications (Lam 2005). It 
is essential to the government developers to have standardisation of data formats to 
implement the e-government project achieving their objectives (Gil-Garcia & Pardo 
2005). The RD senior managers recognised this and adopted the required standards. 
 
The fourth factor affecting implementation of the e-Revenue project in terms of 
technology was IT reliability. This research found that senior executives in the RD 
regularly monitored the implementation processes of the e-Revenue project because 
they believed that the Thai public would have good feedback if the e-Revenue system 
had great reliability. Their trusted status would be reinformed. Khun Ri, the Chief 
Operating Officer of the RD, explained that different IT reliabilities generated varying 
project outcomes and public responses. Since the e-Revenue system was intended to 
serve the public with high quality and fast responses, the RD senior executives had to 
direct the middle managers and their development teams to check IT reliability of the e-
Revenue system monthly. After accepting these directives, the RD managers passed 
them down to the operational level in order to initiate action upon identified IT 
reliability issue in the e-Revenue project. The hierachical structure of the RD and the 
differential nature of Thai society establish this process to happen. 
 
The role of IT reliability in the e-Revenue project supports the conclusion of 
(Warkentin et al. 2002) who state that confidence and trust between the government and 
the public are important concerns in  e-government project adoption. Many government 
organisations at various levels generally make use of IT to maintain a high standard in 
their e-government systems with the aim of maintaining such trust and confidence. The 
level of IT reliability is reflected by the degree of success in e-government 
implementation (Kim & Bretschneider 2004). Previous e-government research (Cook 
2000; Caldow 2001; Warkentin et al. 2002; Gupta & Jana 2003; Hazlett & Hill 2003; 
Gilbert & Balestrini 2004; Ndou 2004; Welch, Hinnant & Moon 2005) explains that IT 
reliability of the e-government system affects the success of e-government 
implementation process. Because e-government uses technology to improve 
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government operational efficiencies (Snider 2001), it needs a reliable system to support 
internal administrative functions of public organisations, electronic record maintenance 
and cross-departmental information flows (Heeks 2006a; Sakowicz 2003). The RD 
senior managers and their operational counterparts were very conscious of the 
importance of the reliability of the e-Revenue systems and of the reliability of the 
interface with the users.  These managers checked and re-checked reliability regularly. 
They used their mandated power to force scrutiny of reliability of the systems and 
embedded an institutionalised awareness of its importance in the RD.   
 
Fifth, this study has shown that the RD senior and middle management especially 
concentrated on the technological capabilities of the RD staff to operate and maintain a 
secure e-Revenue system. They believed that this was a key for success of the project 
and a key factor to make the e-Revenue system work efficiently for the Thai public and 
private sectors. Khun Sup, the CEO of the RD, explained that there were many IT 
applications in the e-Revenue system and its web-based interface. They needed staff 
who were highly efficient and had IT capability to extend functionalities beyond the 
organisational boundaries and achieved full integration among all electronic processes. 
He had to allocate enough IT resources to each development in the form of money, 
material, equipment and knowledge in order to ensure a well-connected work 
environment conductive to motivating staff. The e-Revenue system is an electronic tax 
online process which was there to transform Thai society, and which required the use of 
highly efficient tools to work with IT applications and provided successful e-services to 
the Thai public. Higher investment in technology, such as networks, infrastructure, and 
equipment, was considered by the senior executives to be necessary to  provide good IT 
capability and enhance the reform of government processes in the same way as noted in 
previous research (Perry & Danzinger 1980; Chen & Gant 2001; Chwelos, Benbasat & 
Dexter 2001; Akbulut 2002; Kim 2004; Hu et al. 2005; Thompson, Rust & Rhoda 2005; 
Welch, Hinnant & Moon 2005; Kamal 2006; Cegarra Navarro, Dewhurst & Briones 
Penalver 2007). This study shows that the levels of IT capability affected the 
implementation of the e-Revenue project. The government leaders had to allocate and 
distribute enough IT resources to their operational staff with the aim of providing good 
IT capability in the staff to enable the best service delivery and interface to the public. 
 
Sixth, this study shows that the provision of enabling IT equipment was required in the 
RD to efficiently develop and then operate technological applications in the e-Revenue 
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system. Khun Toom, an IT manager of the RD, mentioned that after she had received 
enough IT resources from her senior executives, she had to distribute those resources, 
such as IT equipment and material, to her development teams in order to solve the 
operational staff‘s concerns and to support and responds to staff requests during the 
implementation processes. It can be implied here that the RD managers aimed to make 
the plans and management objectives, developed at the senior management level, to 
become operationalised.  They accepted that the demands of those in higher positions 
were to be carried through. They reinforced the reproduction of Thai societal acceptance 
of seniority and the need to ‗please‘ those managers in charge. The success of the e-
Revenue project was not only conditional on set plans and goals, or on the policy handed 
by the RD management, there was a key function for the RD operational staff to perform 
by  working professionally in order to serve the Thai public with highly capable systems. 
They and the managers recognised that the provision of high quality enabling IT 
equipment was crucial to achieving this goal and it was operationalised.  
 
Kamal (2006) explains that  the simplicity of use and access to sufficient equipment and 
to the available IT skill sets of individual are key determinants that can either facilitate 
or limit the introduction of new technologies. The government organisation must provide 
adequate IT equipment to its staff so they can perform their roles and work functions by 
the best means available. However, any government organisation that is lacking in terms 
of the quality or quantity of IT equipment will be unable to serve its public well, as its 
services will likely be of a low standard and often delayed. The RD senior executives 
provided the required IT equipment. 
 
Lastly, in order to have good IT teamwork, all three management levels also focused on 
the provision of IT skills and IT literacy of the RD staff. After the RD senior executives 
gave directives to the middle managers regarding personnel IT skills, IT training was 
arranged in the RD. Effective IT training courses, all managers believed, could 
considerably educate the current staff to become better IT-qualified to work on the e-
Revenue project. The RD supervisors had to create IT training programs, such as 
database management, network system and programming training, which allowed the 
RD staff to bring skills sets and then improve to bring their creativity and innovation to 
their workplace. The RD staff had the IT skills and gained enough experience to adopt 
new technology processes and then use them in the e-Revenue project to enable a 
successful implementation. Previous e-government research (Caffrey 1998; Brown 
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2001; Dawes & Pardo 2002; Ho 2002; Moon 2002; Holden et al. 2003; Misra 2007) 
shows that the integration of many IT components and applications needs good IT skills 
of staff to install their features and to achieve full interaction among all of the 
information and electronic systems. Perry and Danzinger (1980) assert that staff IT 
ability is important to successful e-government implementation and adoption. If any 
government organisation which has staff who are not very well trained in technology, it 
will have difficulties with staff resistance during its implementation process. In the 
implementation of the e-Revenue project staff were given training, to improve their IT 
skills. This was at a level such that staff were confident to deliver what they asked to do. 
In this project there was no staff resistance.  
9.4 Summary of the factors influencing success of the e-Revenue project  
 
Based on the evidence collected in this study, and in light of the previous e-government 
research, this study found that the implementation of e-government was essentially a 
management responsibility that must be considered in the context of an organisation and 
its surroundings. There are in total eleven factors that appear to have had a significant 
influence on success of the e-revenue project. These factors are shown in Table 9-1. 
 
Table 9-1 outlines the descriptions of each factor, which were gathered from different 
managerial experiences and their perceptions about the implementation of the e-
Revenue project in Thailand.  
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Table 9-1 Summary of research findings 
 
 
Success Factors Descriptions 
1. Policy 
 
- Organisational Policy 
- IT Policy 
The policy was a main factor to drive project implementation 
successfully.  
 
The details of policy had to be understandable and recognised by 
both the management and staff. 
 
The policy had to encourage the use of IT in the government 
organisation. 
 
The policy had to empower the leadership to control their project 
teams efficiently.   
 
The characteristic of policy had to be flexible in order to allow staff 
to share and offer their own ideas to their leadership.   
 
2. Leadership support The leadership capability to adopt the new technology was able to 
create an efficient policy and plan for project implementation. 
 
The leadership needed to appoint a project manager to investigate 
and control implementation process of the project.  
 
The e-government task of each staff had to correspond with 
individual IT skills and capabilities. 
 
The leadership needed continual actions to control and support their 
staff implementing the project. 
 
Approved project needed in a timely manner affected the success of 
the project implementation.  
 
3. Staffing Staff IT expertise was important to the successful implementation 
of project. 
The project required staff to accept the use of IT in their work 
processes. 
 
IT training was required to improve staff IT knowledge.  
 
4. Financial support The decision-making leadership had to allocate sufficient financial 
support to the project.  
 
The level of financial distribution had an effect on the level of IT 
capability in the project.  
 
5. Process 
 
- Organisational process 
- Implementation process 
- Work process 
The e-government system required formalised processes that created 
a structured environment for implementation. 
 
Staff required changing their work processes from paper-based to 
electronic processes. 
 
The implementation process required staff who had good IT 
experience to handle and perform the systems effectively.  
 
6. Organisational culture The leaderships had to gradually change the organisational culture 
from a paper-based system to an electronic procedure. 
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Success Factors Descriptions 
Staff required being open to accept the adoption of new technology 
as a normal practice in their daily tasks. 
 
7. Collaboration The government organisation required establishment of 
collaboration and integration of public services internally and 
externally. 
 
The leaders had to create a collaborative work environment in the 
organisation. 
 
Working as a collective team could assist the leadership to control 
their staff achieving the project objectives quickly.  
 
Data sharing across government organisations supported and 
stimulated the implementation.  
 
8. Technology Implementation of the project required a substantial degree of 
technical competence through integrating distributed systems and 
providing essential technological infrastructure to ensure efficient 
adoption. 
 
The system of IT security provided the protection and privacy of 
public information in the project systems. 
 
Standardising the data forms was important to the implementation 
of the project. 
 
The leadership had to monitor and ensure that technology 
controlled organisational processes and enabled them to perform 
reliably.  
 
The developers or implementers needed to maintain and provide 
good IT capability of the system to both the public and private 
sectors. 
 
The leaderships had to provide sufficient IT equipment to staff so 
they could perform their work functions by the best means.  
 
The leadership needed to up skill existing staff to become IT-
qualified people to work in the project.  
 
9. The application of control 
in management through 
mandates  
The leadership required strict adherence with their mandates and 
rules in the implementation of the project. 
10. The use of project 
feedback  
External reviews used to activate staff to improve their functioning 
in the project. 
 
11. Informing the staff of the 
value of  IT  
Inform the staff of the value of IT motivated staff to implement the 
project with no resistance. 
 
 
The managers in the RD emphasized that the existence and application of proper, clear 
policy was the most critical factor for the successful implementation of the e-Revenue 
project. The research showed that once the e-Revenue project was initiated in Thailand, 
the formulation of a relevant IT policy could best direct and motivate the responsible 
government organisation and their officers to develop an effective project, in this case 
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delivering taxation services online. The need for cooperative working and integrated 
systems in e-government projects required this government organisation to train their 
staff to utilise IT effectively, to arrange sufficient financial support, to adequately 
prepare for the provision of technologies such as, networks, infrastructure and 
equipment, provide supportive leadership and create collaborative work environments 
across the department‘s processes. Therefore, this government organisation, the RD, 
needed not only to establish formal policy for managing the entire organisation, but also 
to develop a broad strategy for providing principles that guided structural and system 
changes, alongside the development of professional methods to successfully implement 
and manage the project.   
 
This study provides valuable insights that describe the ‗how‘ of the effect of success 
factors on implementing e-government as revealed through managerial perceptions. The 
discussions with different management levels resulted in the identification or 
confirmation of a number of new and/or recognized factors and described some of the 
core approaches that show how these success factors are vital to the implementation of 
e-government in Thailand. Based on the results and discussions presented in the 
previous chapters, the impact of success factors on managerial experiences and 
perceptions can be seen as a helpful tool to government organisations and public 
administrators when considering the methods and strategy by which e-government 
requirements are met. The results further provided a basis for the achievement of e-
government goals and offered an enhanced understanding of managerial structure and 
outlined an e-government factor conceptual framework, which controls the strength and 
direction of the effects of these success factors on the current and future implementation 
of e-government projects by individuals.  
 
This study also shows that while other research has focused on a macro approach to 
identification of success factors and that the list derived usually aggregates factors into a 
more general level, this research has broken this down to micro levels within the 
implementation institution and shows that the broad macro scale policy and its related 
success factors need also to be informed by the outcomes of work done at the 
supervisory level to ensure success. Just having a policy alone did not create success. It 
also relied on how well and how fine-grained the implementation actually was.  The 
next section will explain and propose a new conceptual framework of e-government 
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success factors based on the findings in this research building on the models created in 
past research.  
9.5 A conceptual framework for understanding e-government success  
 
Understanding the success factors that affect implementation of this Thai e-government 
project and their effects are necessary for deciding on the e-government project planning 
and strategies becoming one of major concern of a public success. The findings of 
previous success factors are expected to assist other public administrators and 
government sectors to improve their controls and implementation of e-government 
projects. In this regard, other public administrators can use these success factors not only 
to review their current policies and strategies, but also to improve their existing and 
future e-government provisions more effective. This new understanding of the 
significance of success factors for the adoption and implementation of e-government can 
enhance the ability of organisations in the government sector to integrate these related 
facets throughout their e-government systems, beginning from the conceptualisation of 
e-government projects to the delivery of e-government projects to the community.  
 
The main finding of this research is that it displays the details and conceptual framework 
of success factors gathered from the Thai public administrators‘ perceptions and 
experiences in a single context. The conceptual framework below assists in making the 
review of e-government literature more concentrated by providing a systematic structure 
with which to review and classify e-government processes and information through an 
analytical lens. This constitutes an expedient method for conceptualisation that assists 
the researcher to specify the success factors and to gain a broader picture of how these 
factors affect the implementation of e-government projects. Moreover, while this 
conceptualisation allows the researcher to concentrate on a classified group of success 
factors, the researcher is able to identify their significance and the potential implications 
for other factors. The success factors conceptual framework of the RTG e-government 
implementation from Thai public administrative experiences and perceptions is 
displayed in Figure 9-1.  
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Figure 9-1 The RTG e-government factors conceptual framework 
 
 
 
 
The RTG e-government factors conceptual framework is a simplified model, that is easy 
to understand and from which we can gain some more comprehensive understanding of 
what the key factors that affect the implementation of e-government projects. It also 
provides a narrative account which the researcher obtained from the administrative 
experiences and concerns of implementing the e-Revenue project. Thus, it can 
acknowledge the reality of how these success factors relate to the government 
organisation. However, it does not reflect the interactions between them.  
 
The major purpose of this research was to investigate the public administrators‘ 
experiences and perceptions of the successful e-Revenue project in Thailand, in order to 
identify the key factors which enhanced its success as e-government policy in Thailand. 
This study has concentrated on an exploration of the roles and responsibilities of the Thai 
public administrators. Using a conceptual framework (Figure 2-2) derived from a 
selection of previous e-government studies and theoretical background, this study has 
sought to identify and understand how those key factors impacted on the success of the 
implementation of the e-Revenue project. 
 
This study aimed to understand e-government project development and implementation 
by examining the operations and insights of the Thai public administrators in relation to 
 
 
 
 
 
 
 
 
 
 
 
 
 
     Thai Public Administrative Attitudes towards  
E-government Policy Development and Implementation   
 
 
  
Key Factors 
 
Policy 
Leadership support 
Staffing  
Financial support 
Process 
Organisational culture  
Collaboration 
Technology  
The application of strict management 
through mandates 
The use of project feedback 
Informing the staff of the value of IT 
 
 
 
 
 
 
The Success of 
RTG 
E-government 
Implementation 
    283 
their e-government implementation. The need to implement a national policy, the 
National IT Policy, was found to be the most critical factor for the successful 
implementation of the e-Revenue project. The research showed that it was vital that the 
institutional policy created was flexible, understandable and recognised; that it followed 
the government leaders‘ visions and strategies; that it was able to drive strategy in a 
certain direction; that it was supported by the leadership; and that it enabled the use of IT 
in government systems. This is not surprising considering previous research.  
 
However what was found in this research, by investigating through various levels of 
management in the studied organisation, showed the need for managers to ensure the 
effectiveness of e-government projects, and that it was necessary for public 
administrators to understand the organisational requirements and the policies underlying 
the production of the project. Individual management tactics that responded to the need 
for a more effective and deliberate public policy and plans were critical. These personal 
management tactics developed from the identified need to change from a functionally 
driven to a project-driven organisation.  
 
The research also showed that the processes involved with e-government projects need to 
be initiated with strategic plans that demonstrate commitment, envisioning and enabling 
from the senior management level, as well deliberative policy reproduction. Any 
developments must be pushed by the government organisation through administrative 
commands or urged through agreements formed within organisational structures. 
However, different departments within a government organisation dealt with the 
requirements, problems and people using different solutions and different tactics.  
 
Each level of management was involved with strategic management processes in 
different ways, particularly because individuals had distinct styles and visions. This was 
consistent with the findings of Kamal (2006), that the management style of different 
management levels could be effective in introducing IT into an organisation. These 
different management styles impacted on the achievement of all managers at different 
levels in the e-Revenue project.  
 
Kotter (1995) identified that the transformation of process in government organisations 
typically starts with strategic initiatives led by senior management.  The CEO noted that 
whilst each department used different methods and disciplines to delivery the project, 
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there was a need for consistency. , To address this issue, the CEO introduced an 
overarching strategic management framework to give stability and consistency to 
management practices across the organisation. This framework aimed to bring expertise 
within a single management framework that controlled the direction and strategy of 
operations around the initiative. The RD evolved from a functionally -driven into a 
project-driven organisation, built on technology but where decisions by management 
were the focus rather than IT as a technology. The IT became only the means for success.  
 
E-Government is a technology-driven project that has transformed government 
structures, functions and services. (Heeks 2006; Heeks & Bhatnagar 1999; Sakowicz 
2003). It uses IT to make government agencies operate more effectively by supporting 
the management and internal administrative functions of public organisations to achieve 
government expectations (Snider 2001).  This study shows that implementation of the e-
Revenue project was directed by senior management with a focus that IT was the means 
to achieve the efficiencies and service they wanted to achieve. The IT was not imposed 
from one level but rather developed and created in response to the needs and demands of 
both staff and the organisation as a whole. Arif (2008) has also noted that different 
departments within a government agency deal with users and applications according to 
individual systems and requirements. Arif argues that user needs which are related to the 
requirements of citizens, businesses and government, need to be directly addressed by 
the appropriate departments. This too was the case in the RD with the e-Revenue project 
and was a significant contributor to its success.  
 
The key finding of this research of an e-government project adds to our understanding of 
developing and implementing successful e-government projects by the greater in-depth 
understanding of the roles and practices through various management levels. Success did 
not just reside in the direction of the senior management or the policies they were intent 
on implementing. Rather success was built on a foundation of clear, flexible policy and 
then differentiated management tactics at each level to build the framework of the 
project. The role of senior management was to guide, control and ensures that practices 
created reflected initial intentions. In the Thai context this was achieved by the 
generation of management mandates and ‗commands‘ which work well in the Thai 
context as all organisations are essentially hierarchical and embedded with acceptance 
that delegation and responsibility are upwards rather than downwards. There is also an 
acceptance that those in less senior positions are to be ‗guided‘ and ‗looked after‘ (Kreng 
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Jai). This emerges from both the nature of Thai cultural practices and the need to 
maintain or reproduce what is already there. The Thai civil service is inherently 
conservative and all previous research has shown it doesn‘t change. In this project the 
project was new, the method using IT was new and the services provided were new. It 
was a dramatic advance. However, the reality of the processes did not change. They 
remained the same. They were reproduced and hierarchical control was maintained and 
invested in the CEO.  
 
The remaining factors identified as having a key impact on this research: staffing, 
financial support, changed work processes, organisational culture, collaboration, 
technology, the use of project feedback and maintaining continued information to staff of 
the value of IT, can be argued to represent the effectiveness of the management 
processes and contributed to the outcomes of the project. However simply taken as 
isolated success factors, they mask the embedded control and direction of the CEO and 
the senior executives, control derived from social practice and cultural behaviours. It can 
be argued then that the research process of identifying success factors as singular. 
Differentiated entities can sometimes be over simplistic. Real change and real success 
can lie elsewhere as it does in this example. Embedded social practices and the driving 
forces of culture can provide a better understanding of what is really driving success.  
 
The findings of this study have enlarged the accessible body of knowledge on e-
government by focusing on not only the factors that affect the implementation of e-
government in Thailand but also expand our understanding of what lies behind the 
factors. This study offers public administrators and government agencies and explanation 
of the mechanisms by which public administrators can facilitate the development of e-
government projects, by focusing on long-term rather than short term solutions, and 
highlights the importance of acknowledging both the success factors but also the 
understanding of how they are put in place.   
 
The eleven key factors which are identified in Figure 9-1 can facilitate the successful 
implementation of the e-government project in the public sector.  These are modified in 
Figure 9-2. This better shows the interrelationships of the various factors that impacted 
on success of the project and show how they can be differentiated according to the 
management level responsible for each.  
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Figure 9-2 A micro-level interaction framework of the success factors  
within three management level 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The first three identified factors, which are policy, financial support, and technology, 
are determined by primary organisational conditions that the senior and middle 
management levels need to be concerned with at the beginning stage of an e-
government project. Senior management initially has to create an institutional IT policy 
which not only encourages the use of IT in the government organisation, but also has to 
align with any national ICT policy. On the other hand, middle management has to 
follow senior management directives to ensure that the policy is clearly conveyed down 
to all other staff in order to avoid misinterpretations amongst their implementation 
teams.  
 
Senior management is also responsible for allocating sufficient organisational resources; 
such as budgets for technology and human resources, to the management and staff for 
work processes, while middle management has to distribute and use those 
organisational resources to their implementation teams in order to respond to and fulfil 
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staff demands including IT equipment, material, budget and training for their work 
processes during implementation.    
The second set of three success factors are process, staffing and collaboration. These 
factors are important at both the middle and supervisory management levels when they 
arise as needs and concerns during the implementation processes. The important roles of 
middle managers and supervisors are not only needed to ensure collaboration between 
management and staff, but also to ensure the project outcomes are operationally 
accomplished. These two management levels need to coordinate, create the plans and 
set up objectives until the project can be effectively operationalised. Success was not 
dependent only on the policy or plans handed to the management and staff. The middle 
and supervisory managers need to make the policy and plans work in order to have 
project success. Therefore, these two levels of management need to focus on work 
process reforms, on the technical expertise of staff and on creating and maintaining 
cooperative work environments during project implementation.  
 
The other two success factors noted are leadership support and organisational culture 
which are key concerns for both the senior and supervisory managers during the 
implementation process. As a key management level, the senior managers have 
significant power and authorisation to control the staff in the organisation. Not 
surprisingly, staff are generally looking for their support in terms of money, material, 
equipment and ideas to adopt and accept new technology processes in their daily 
operations. Thus, it is vital for this management level to gain an understanding of the 
organisational culture, work environment and staff in the organisation to ensure that all 
necessary requirements are completely addressed and in the Thai context, manipulated 
to maintain control. With these supports, both management and staff will be able to 
implement the e-government project effectively.  
 
The organisational culture issue is mainly to the concern of the supervisory managers. 
As a team leader in the e-government project, the supervisor has to understand 
individual differences of each staff and the nature of organisational culture in order to 
comfortably coach them and manage projects efficiently. Understanding of working 
culture and staff habits provide a better, more comprehensive basis for the supervisor to 
manage on e-government project more efficiently. From this point of view, the 
supervisors are importantly considered as the intermediary between the senior-middle 
managers and the staff in leading projects to succeed. The major contributions of the 
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supervisors are not only to put institutional IT policy and functional plans into action, 
but also to form an acceptance and understanding by staff in reforming their work 
processes via the use of IT. Thus, under efficient supervisory control, it can ensure that 
the government organisation can successfully implement the project. 
 
There are also three key issues which the senior managers use in e-government projects 
in Thailand: strict mandates, the role and significance of project feedbacks, and the 
value of IT issues, all as key drivers of project success. They integrate the inherent 
progress of senior management experiences and perceptions. To ensure effective 
implementation of an e-government project, the senior executives use their mandates 
and rules as a force to coerce the staff in strictly adhere with the original and intentional 
policy, plans and IT work process changes. The use of ‗strict determination‘ in 
management can also help these senior executives to increasingly remain in control and 
effectively determine the direction of project implementation. More significantly, the 
senior executives can use external reviews of work change processes or of the new 
systems to provide feedback to stimulate staff performance to meet public expectation. 
These feedback mechanisms can motivate both management and staff to keep doing 
their jobs with greatest effort. Based on the results of this study, the senior executives 
additionally focused on reminding staff of the intrinsic value of IT in managing the 
project and staff. One of the most important tasks for the senior executives was to 
ensure that the staff perceive the increased value from adopting new technology in their 
daily operations. This is because the recognition of the value of IT can build long-term 
changes in government systems with little or no resistance, leading to project success.  
 
What is also significant in this research is that the use of an interpretative lens based on 
institutional theory, culture theory and social reproduction theory has enabled a better 
understanding of why these factors emerged as the most significant. Thai culture is 
based on a social structure of hierarchies. People in senior management positions are 
expected to lead.  Thanasankit (1999) has shown the most often delegation is upwards 
rather than downwards.  In this study of the e-Revenue project senior managers were the 
central focus of initiation and were the drivers throughout the project. They expected to 
lead and ensured this leadership mandate through the use of coercion with rules and 
regulations. In essence they institutionalised practice through their control and the 
maintenance and use of their position power. They strengthened this level of 
institutionalisation by enabling normative growth of staff through professional training. 
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This brought a real sense of trust on the part of staff in the senior executives and re-
inforced their position as leaders.  It can be argued then that this institutionalisation 
process reinforced, or in fact reproduced, existing Thai concepts and constructions of 
authority, hierarchy and control.  
 
Thai culture is also one of patronage. Assisting staff that report to a manger through 
privilege, or professional training, or provision of excellent resources, can enable 
managers to themselves gain trust. This duplication of process, called Krung Jai, 
facilitates a reinforcement of position and fosters even more control by the senior staff. 
It reproduces societal structures and cultural practices and enables the maintenance of 
trust in their directives. Societal and organisational structures are reinforced and 
maintained. Reporting practices become institutionalised and project control is 
facilitated. Understanding these institutional, cultural and socially reproduced elements 
underpinning Thai practices enables better sense to be made of the framework and its 
construction in Figure 9-3. It also enables the researcher to better explain the processes 
uncovered in the research.  It deepens our knowledge of why e-government projects can 
be successful and illustrates that apparently simple lists of factors, often ascribed in 
such research, have complex root, which are essential to understand to make sense of 
what is often apparent.  
 
The research findings reveal that the success of implementing the e-Revenue project 
was most influenced by three factors policy, leadership support and staffing. It is critical 
to note that the government organisation involved, the Revenue Department, needed to 
provide a framework and set milestones to move towards the successful implementation 
of the project. Effective management and well-planned policy strengthens e-government 
projects in order to meet e-government objectives. The following chapter presents the  
conclusion of this study.  
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Chapter 10 CONCLUSION 
 
10.1 Introduction 
 
This research has shown that the e-Revenue project, part of a set of e-government 
initiatives, was driven by Thai government policy through the RD to improve the 
provision of taxation services to the public. An analysis of the perceptions of the public 
administrators/managers involved in development and implementation of this project 
shows that the most significant influence on their actions was government policy. 
However many other issues played key roles in determining the success of the e-
Revenue project. These were: leadership support, staffing, financial support, changed 
work processes, organisational culture, collaboration, technological development of staff 
and improved IT professionalism, the use of strict management through mandates, the 
use of project feedback and maintaining continued information to staff of the value and 
importance of using IT in their work and for the provision of taxation services. A 
analysis of the data using relevant theories highlighted that, while the e-Revenue project 
was designed to create change and improve service provision through e-government 
principles and the effective use of IT, the effects were constrained by the institutional 
practices inherent in the Royal Thai Government (RTG) services and their desire to 
maintain the same level of control that they had previously exercised. In addition, the 
research has shown that the new e-government practices in the e-Revenue project still 
represented the social practices desired by the civil service bureaucracy, albeit disguised 
as a new initiative, embedded in seemingly modern technology. The civil service desire 
was to meet the demands of the RTG but still to maintain control and preserve the status 
and nature of the RD.  
 
The major purpose of this research was to investigate the public administrators‘ 
experiences and perceptions of the successful e-Revenue project in Thailand, in order to 
identify the key factors which enhanced its success as e-government policy in Thailand. 
This study has concentrated on an exploration of the roles and responsibilities of the 
Thai public administrators. Using a conceptual framework derived from a selection of 
previous e-government studies, this study has sought to understand how those key 
factors impacted on the success of the implementation of the e-Revenue project. 
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The focus of this study has been on the organisational, technological and cultural 
aspects of e-government project implementation, where the organisational aspects relate 
to the government sector, where the technological aspects relate to e-government 
systems and where the cultural aspect relates to the Thai culture and community. This 
study aimed to understand e-government project development and implementation by 
examining the operations and insights of the Thai public administrators/mangers in 
relation to their e-government implementation. The focus of the study was on the supply 
side of the project. The demand side was only considered in the evaluation of success in 
that a key objective of the project and a key determinant of its success in its ultimate 
evaluation was adoption and use by Thai society. Through this research the demand side 
implications have been considered in the description and analysis of the mangers, noting 
its importance in their determinations (as noted in the data on pp. 124, 133, 134, 139, 
163, 176, 180, 238, 242, and 246). 
 
Earlier in this thesis the study of Schware and Bhatnagar (2001) (Chapter 4, pp. 112) 
was used to highlight why e-government projects often fail. Table 10-1 below shows 
what the Revenue Department in Thailand did to ensure that they did not have those 
same issues.  
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Table 10-1 Thai Solutions to E-government failure issues 
 
E-government 
Issues in failure 
of e-government 
in the Thai 
government  
 
 
How the management in the Revenue Department handled 
with an e-government issue 
 
 
    Management   
    Involvement 
A lack of 
appropriate and 
well-specified 
objectives of e-
government 
project  
(Schware & 
Bhatnagar 2001) 
- The senior management used their mandates to push coercive 
pressure on roll over policy from top to bottom management 
levels. 
 
 - All management levels attempted to develop their staff 
becoming IT professionals via giving sufficient IT budgets, 
arranging IT training courses, and giving efficient IT equipment. 
 
- All management levels well understood the nature of the Thai 
organisation and staff in order to create efficient project plans to 
implement the e-Revenue project. 
 Senior Executives 
 
 Middle Managers 
 
 Supervisors 
A lack of staff 
understands of 
managerial 
policies and IT 
concepts in the 
development 
process of e-
government 
project (Schware 
& Bhatnagar 
2001).  
 
- The management explained their policies as the coercive 
force to their staff in order to be understood in the same 
direction. 
  
- The management provided enough IT training in order to 
develop staff becoming qualified IT workers in the department. 
 
- Staff recognised and understood the management policies and 
strategies in order to know how to interact and perform their 
duties through using IT in the e-government implementation.  
 Senior Executives 
 
 Middle Managers 
 
 Supervisors 
 
The specification 
of e-government 
system was 
either too 
specific or too 
generic 
(Schware & 
Bhatnagar 2001).  
-  The management people had good IT knowledge and vision. 
- They understood that   implementing of the e-government 
project requires an extensive degree of technical abilities 
through integrating distributed government systems and 
providing essential technical infrastructure to ensure effective 
adoption and implementation.  
 Senior Executives 
 
 Middle Managers 
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10.2 Key conclusions and implications of this research for studies of e-government 
projects 
 
The need to implement a national policy, the National IT Policy, was found to be the 
most critical factor for the successful implementation of the e-Revenue project. The 
research showed that it was vital that the institutional policy created was flexible, 
understandable and recognised; that it followed the government leaders‘ visions and 
strategies; that it was able to drive strategy in a certain direction; that it was supported by 
the leadership; and that it enabled the use of IT in government systems. This is not 
surprising considering previous research. However, what was found in this research, by 
investigating through various levels of management in the studied organisation, showed 
the need for managers to ensure the effectiveness of e-government projects, and that it 
was necessary for public administrators to understand the organisational requirements 
and the policies underlying the production of the project. Individual management tactics 
that responded to the need for a more effective and deliberate public policy and plans 
were critical. These personal management tactics developed from the identified need to 
change from a functionally-driven to a project-driven organisation.  
 
The research also showed that the processes involved with e-government projects need 
to be initiated with strategic plans that demonstrate commitment, envisioning and 
enabling from the senior management level, as well deliberative policy reproduction. 
Any developments must be pushed by the government organisation through 
administrative commands or urged through agreements formed within organisational 
structures. However, different departments within a government organisation dealt with 
the requirements, problems and people using different solutions and different tactics.  
 
Each level of management was involved with strategic management processes in 
different ways, particularly because individuals had distinct styles and visions. This is 
consistent with the findings of Kamal (2006), that the management style of different 
management levels could be effective in introducing IT into an organisation. These 
different management styles impacted on the achievement of all managers at different 
levels in the e-Revenue project.  
 
Kotter (1995) identified that the transformation of process in government organisations 
typically starts with strategic initiatives led by senior management.  The CEO noted that 
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whilst each department used different methods and disciplines to delivery the project, 
there was a need for consistency. To address this issue, the CEO introduced an 
overarching strategic management framework to give stability and consistency to 
management practices across the organisation. This framework aimed to bring expertise 
within a single management framework that controlled the direction and strategy of 
operations around the initiative. The RD evolved from a functionally-driven into a 
project-driven organisation, built on technology but where decisions by management 
were the focus rather than IT as a technology. The adoption of IT became only the 
means for success.  
 
E-government is a technology-driven project that has transformed government 
structures, functions and services (Heeks 2006a; Heeks & Bhatnagar 1999; Sakowicz 
2003). It uses IT to make government agencies operate more effectively by supporting 
the management and internal administrative functions of public organisations to achieve 
government expectations (Snider 2001).  This study shows that implementation of the 
e-Revenue project was directed by senior management with a focus that IT was the 
means to achieve the efficiencies and service they wanted to achieve. The IT was not 
imposed from one level but rather developed and created in response to the needs and 
demands of both staff and the organisation as a whole. Arif (2008) has also noted that 
different departments within a government agency deal with users and applications 
according to individual systems and requirements. Arif argues that user needs which are 
related to the requirements of citizens, businesses and government, need to be directly 
addressed by the appropriate departments. This too was the case in the RD with the e-
Revenue project and was a significant contributor to its success.  
 
The key finding of this research of an e-government project adds to our understanding of 
developing and implementing successful e-government projects by understanding the 
impact of a greater in-depth understanding of the roles and practices used through 
various management levels. Success did not just reside in the direction of the senior 
management or the policies they were intent on implementing. Rather success was built 
on a foundation of clear, flexible policy and then differentiated management tactics at 
each level to build the framework of the project. The roles of senior management were to 
guide, to control and to ensure that practices created reflected initial intentions. In the 
Thai context this was achieved by the generation of management mandates and 
‗commands‘ which worked well in the Thai context as all organisations are essentially 
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hierarchical and which were embedded with acceptance that delegation and 
responsibility are upwards rather than downwards. There is also an acceptance that those 
in less senior positions are to be ‗guided‘ and ‗looked after‘ (‗Kreng Jai’). This emerges 
from both the nature of Thai cultural practices and the need to maintain or reproduce 
what is already there. The Thai civil service is inherently conservative and all previous 
research has shown that it doesn‘t change. In this project the project was new, the 
method using IT was new and the services provided were new. It was a dramatic 
advance. However, the reality of the processes did not change. They remained the same. 
They were reproduced and hierarchical control was maintained and invested in the CEO.  
 
The remaining factors identified as having a key impact on this research: staffing, 
financial support, changed work processes, organisational culture, collaboration, 
technology, the use of project feedback and maintaining continued information to staff 
of the value of IT, can be argued to represent the effectiveness of the management 
processes and contributed to the outcomes of the project. However simply taken as 
isolated success factors, they mask the embedded control and direction of the CEO and 
the senior executives, control derived from social practice and cultural behaviours. It 
can be argued then that the research process of identifying success factors as singular, 
differentiated entities can sometimes be over simplistic. Real change and real success 
can lie elsewhere as it does in this example. Embedded social practices and the driving 
forces of culture can provide a better understanding of what is really driving success.  
 
In the literature review of extant research factors were collected into groups of 
organisational, technological and environmental factors. These have been confirmed as 
useful in this research but specific elements of those groups offer more insightful 
findings. Rather than seeing the organisational characteristics as being important 
collectively this research has shown that the maintenance and control of action through 
centralisation and formalisation had significant impacts through the organisation at all 
levels. Technology was driven by more than conventional aspects attributed to IT as 
issues. The focus in this study was as much about changing professional staff 
perceptions of the role and value of IT and informing them of that on a regular basis to 
institutionalise that frame of thinking. To facilitate this, the study showed that attention 
to training was as significant as the provision of hardware and software. 
 
    296 
The findings of this study have enlarged the accessible body of knowledge on e-
government by focusing on not only the factors that affect the implementation of e-
government in Thailand but also expand our understanding of what lies behind the 
factors. This study offers public administrators and government agencies an explanation 
of the mechanisms by which public administrators can facilitate the development of e-
government projects, by focusing on long-term rather than short-term solutions, and 
highlights the importance of acknowledging both the success factors but also the 
understanding of how they are put in place.   
 
Generally studies of e-Government success projects have been built on relationship 
models and investigated quantitatively (Gil-Garcia & Pardo 2005; Metaxiotis & Psarras 
2004). This research has shown that an in-depth case study of a major project affecting 
an entire nation can be built on understanding of previous research and can then generate 
a more generic framework which differentiates and interconnects factors affecting 
success, as shown in Figure 10-1.  
 
Figure 10-1 E-government project implementation framework in the Thai public sector 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                       
                       
                       Source: Repeated from Chapter 9, Figure 9-2, pp. 287 
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The framework describes the variables that need to be considered when implementing an 
e-government project. Any methodology adopted by public administrators for e-
government implementation needs to take account of the importance of, and assistance 
provided by, these success factors. Managerial effectiveness, derived from a clear 
understanding of social and cultural practices, can also significantly impact on the 
success of e-government outcomes. Gaining an understanding of the various managerial 
methods and their concerns, which affect government productivity, will help public 
administrators and government organisations to improve e-government outcomes and to 
choose the most appropriate approaches and models for e-government for their 
stakeholders. Moreover, this framework enhances our insight into e-government 
development in two ways:  firstly, the framework offers the flexibility to conceptually 
partition each factor in order to understand their individual effects on the success of e-
government implementation in Thailand, whilst showing how they are interrelated. The 
framework was designed so that each factor could be simply classified within the context 
of the entire conceptual area of this research. Secondly, the framework improves our 
overall understanding of the managerial mechanisms that control the implementation of 
e-government projects and how an understanding of differential management levels can 
be used to build their target objectives.  
 
This research combined three theories from the fields of organisational and cultural 
research to shed new light on determinants of success of e-government project adoption. 
According to Gilbert and Balestrini (2004), previous e-government studies have 
generally applied existing theories, including Diffusion of Innovation (DOI) (Rogers 
1995), extensions of existing theory on technology such as the Technology Acceptance 
Model (TAM) (Davis 1989), and service quality (application of existing framework to 
technology) (Dabholkar 1996), in a technological context to the development of 
particular technology adoption approaches. These three main approaches have sound 
theoretical and empirical foundations for the study of IT adoption. According to these 
theories, technology is mainly used in the service of e-government objectives to enhance 
government organisational performance and technology adoption is usually driven by 
the organisation. However, most of the critical factors in e-government emerged from 
studies of individual IT projects at state and local levels (Dawes et al. 1997; Heeks 1999) 
aimed at examining users‘ needs and requirements of e-government projects. Little 
research into the government sector has analysed the managerial processes underlying e-
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government projects. Furthermore, the research into e-government is currently lacking in 
theoretical frameworks established on the basis of organisational and cultural contexts, 
which can define managerial effectiveness that leads to successful e-government 
implementation. This research has addressed both of those concerns.   
 
The use of culture, institutional and social reproduction theories provides a more 
complete understanding of the behaviours of senior and other managerial staff in 
government agencies when they implement such projects. This study is only of Thailand 
and only one project. However, the results are encouraging enough to argue that more 
studies of this nature need to be attempted to ascertain what will emerge and what better 
understandings of success of e-government projects will emerge.  An understanding of 
the different managerial methods used in one context can inform how other government 
organisations can achieve their e-government objectives such that citizens gain the 
maximum benefits and the government can minimise its resource expenditure on e-
government implementation. This study has further enriched such conceptualisation by 
examining the theoretical background and previous e-government research within a 
single case in one country in significant depth, differentiating management levels and 
understanding the complexities of the impact of organisational structures. To the best of 
the researcher‘s knowledge, this is the first study to consider the entire e-government 
implementation process carried out by public administrators (from commencement of an 
e-government project to successful implementation of that project) in relation to the 
overall management practices within a government organisation. This approach 
augments interest in research on e-government by offering enhanced understanding of 
the factors that impact e-government implementation and effective managerial strategies 
around e-government. However, the conclusion of this study has highlighted a number 
of concerns that require further analysis. 
 
The use of e-government models and methods 
 
A number of studies that have concentrated on technology, management, policy, 
information and organisational issues have sought to enhance our understanding of the 
challenges faced in managing and implementing IT initiatives (Gil-Garcia & Pardo 
2005). At the same time, government practitioners have attempted to increase their 
opportunities for success by developing and adopting multiple approaches. However, the 
use of these models needs to be modified according to their appropriateness for the 
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specific areas, contexts and situations. Such models and methods must be adaptable to 
the specific needs and contexts related to e-government projects. This study has 
demonstrated that any management method applied to e-government projects by public 
administrators must take account of the effects of their cultural and social settings. It is 
therefore argued that government organisations must acknowledge the different 
environments, requirements, and characteristics or needs of their employees in order to 
adequately meet the needs of e-government implementation. For example, some issues 
may be important for multinational organisations which are not relevant or necessary to 
the consideration of other organisations.  
 
An understanding of national cultures, geopolitical environments and their concomitant 
values which influence people‘s behaviour can assist public administrators and 
government organisations to improve e-government productivity and to choose the best 
approach or model for their employees to adopt. According to the Sun Tzu‘s the art of 
war, any tactic should not be repeated if the results were not as anticipated on the first 
attempt (Tzu & Griffith 1971; Wee 2000). Thus, tactics must be adapted in response to 
individual circumstances and requirements. Similarly, understanding the development 
and use of managerial tactics would potentially lead to partial explanations of a complex 
social reality. This research has tried to move beyond a singular view of technology as 
the key factor to achieve successful project implementation and instead has sought a 
more holistic and complex understanding of the interaction between management, 
technology, organisation and environment.  
 
This study has offered a narrative understanding of managerial practices. The approach 
has been to view e-government policy development and implementation driven by 
various managerial people as a continuous and progressive process, rather than as a 
series of isolated incidents. Therefore, the findings of this study can be used by both 
practitioners and researchers to select, examine and build new tactics appropriate to 
different countries and contexts in order to improve managerial processes and e-
government performance. This study also offers useable methods about how to control 
their employees following the project plans efficiently in order to achieve the 
organisational objectives.  
 
The findings of this study suggest that in a single country there might be multiple 
methods of interacting among individuals and organisations. For instance, Thailand has a 
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particular culture and environment and is governed by a single national government, yet 
each e-government project implementation may not generate the same results as the 
government might expect. It is therefore important to undertake careful analyses of 
particular managerial approaches to inform and assist other government organisations to 
achieve their e-government targets. Moreover, the tactics employed by different 
management levels in Thailand required interaction across organisations, which then 
establish connections and trust between government organisations. 
 
Generally, management perceptions of their experiences with e-government during the 
development processes need to be carefully investigated, analysed and used as a 
foundation for other e-government developers and administrators in government 
organisations. Exploring these management strategies can allow government sector 
employees and leaders to assess what combinations of factors will drive the adoption and 
implementation of e-government projects and thus better understand their potential 
effects in the future. In contrast, government administrators who fail to recognise the 
importance of these insights might run the risk of wasting time and resources, of poor e-
government performance or of the failure of their e-government projects, drawing 
negative perceptions from the public and their own government.  
 
During the course of this research, many issues emerged in relation to e-government 
implementation, some of which were recognised to be difficulties and others beneficial. 
The difficulties need to be managed and changes made to ensure that e-government 
implementation processes remain efficient and desired outcomes are achieved. 
Administrators must be able to understand why difficulties occur, such as technical 
problems or lack of organisational support. In addition, some difficulties created by the 
government organisational context, such as lack of IT funds and collaborations, need to 
be sensitively examined and dealt with to minimise their impacts. The findings of this 
study will help practitioners to understand those organisational aspects of e-government 
projects which are likely to generate difficulties in the Thai context.    
 
Significantly, the management processes underlying e-government projects are 
commonly inaccessible and hidden from outside the government organisation. The main 
aims of technology use in e-government are to enhance the managerial effectiveness of 
public administrators and to enhance government outputs (Morcol 2006). The managers 
in this study sought to understand e-government project requirements, by creating 
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supportive IT policy, establishing efficient IT infrastructure, meeting employees‘ needs, 
overseeing the entire e-government project and sustaining the quality of the e-
government project. The managers in the e-Revenue project showed that the 
development of good relationships between employees and management and the 
establishment of teamwork and employee acceptance of a new project are also critical 
tactics for successful e-government projects.  However, all of these outcomes are subject 
to contestation and debate. This, like all research has its own limitations. 
10.3 Limitations of this research 
 
This research has some limitations that need to be acknowledged. Firstly, the data in 
this research was gathered from experienced executive leaders from three different 
management levels within a single Thai government organisation, between January and 
March 2008. This organisation was selected because its e-government project (‗e-
Revenue‘) is considered to be the most successful e-government service in Thailand 
(Soontreerutana et al. 2006). It was possible to recruit respondents who were already 
familiar with ICT applications and who had significant and useful experience with e-
government implementation in their organisation. Other demographic characteristics, 
such as gender or age, not considered in this study may influence e-government 
implementation. The impact of these factors requires further research.    
 
Secondly, the sample, which offered a robust description of ICT use in the RD, was 
drawn from accessible representatives in Thai government organisations. Therefore, the 
outcomes are only relevant to government organisations which aim to implement or 
have already implemented e-government initiatives, and do not cover other private or 
public sector organisations. Further studies are thus required to cover these areas. 
Additionally, the location of this study (Thailand) may affect what is examined in e-
government initiatives. Nevertheless, as a cultured and sophisticated society Thailand 
has made an effort to implement the e-government projects efficiently as mentioned in 
Chapter 4, and the results of this study could be considered relevant to similar 
developing countries in South-East Asia.  
 
Thirdly, another limitation of this study relates to the size of the sample of executive 
officials. It would have been advantageous to interview all of the Thai executive 
officials involved in implementing e-government projects at that time. However, it was 
essential to use a sample that was accessible for the researcher, given the time available 
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and the selected methodology. Accessing a cross-sectional sample of executive officials 
to be interviewed from the selected management levels was a part of the research 
process that required careful planning by the researcher. The executive officials who 
participated in this research came from three different management levels: the senior, 
middle and supervisory management levels. As a consequence of this sample limitation 
the research findings cannot be generalised. Nevertheless, the results do contribute to 
our knowledge about the nature of the specific research context and situation from 
which they are produced, and have applicability to the broader world of e-government 
implementation research and education.  
 
Fourthly, the interviews were recorded and then transcribed in the Thai language, and 
then translated. The conversion from Thai into English can never be completed with 
exact precision since some Thai words and sentences must be substituted by English 
words which do not have the same meanings, which then impacts on their 
interpretation. It was therefore sometimes difficult to represent the real meaning of Thai 
statements using the English language. Therefore it must be acknowledged that some of 
the finer distinctions used in the Thai language have been misplaced in this process, 
despite very careful attention being given to accurate translation of the interview 
scripts.  
 
Lastly, a limitation of this study concerns the interview data, since this study relied on 
the interviewees responding explicitly. The researcher had to develop her relationships 
with the interviewees and to clearly and carefully explain the objectives of the research, 
and the techniques employed to collect the data impacted on the amount of data 
gathered. An additional restriction resulted from certain officials of the Royal Thai 
Government (RTG) being reluctant to give permission to their employees to participate 
in this research. This may have created a bias among those who participated in the 
research. 
10.4 Future research 
 
This research has made an important contribution to the body of knowledge on e-
government by investigating the public administrative perspective on e-government 
projects. It has identified the roles and responsibilities of public administrators involved 
in e-government policy development and implementation in Thailand. The findings and 
conclusions demonstrate that executive perceptions and experiences regarding e-
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government projects and highlights the importance of the factors affecting the successful 
implementation of e-government. They particularly describe the management processes 
through which e-government occurred and investigated what was essential to drive 
success. In other words, this study examined the ‗black box‘ of managerial processes 
driving e-government projects, and furthers our understanding of management concepts 
around e-government processes. This can assist us to identify the key factors leading to 
successful e-government. There are many further research opportunities that might be 
followed, based on the current research.  
 
Firstly, the implementation of different e-government methodologies in different 
countries needs to be examined, together with its effects on the quantity and quality of e-
government. Such a study would assist public administrators and government 
organisations to identify the most appropriate methods or to adapt current methods to fit 
with their own and users‘ requirements in order to increase government productivity, 
draw out efficient management processes and provide a high standard of e-government 
service. The scope of such a study is complex, and accounting for the mixture of cultural 
traditions, means it could not be undertaken by one researcher alone. Therefore, such 
research would require the cooperation of culturally enlightened researchers capable of 
understanding the distinctions of particular national cultures.  
 
Secondly, this study has outlined the management concepts that enhance our 
understanding of the significance of success factors in the development of e-government. 
For example, the management framework explains the roles and responsibilities of 
public administrators in the formation of e-government projects. Moreover, the success 
factors highlighted in this study suggest what needs to be of greatest concern to public 
administrators to ensure successful e-government projects in their organisations. These 
new ideas introduced by this study are significant contributions to the e-government 
literature. The factors and management concepts discussed might be investigated to a 
greater extent in future research. 
 
Thirdly, a study is required of organisational and managerial influences in e-
government implementation that concentrates on public administrators and national 
governments. This research would be helpful in obtaining greater understanding of how 
public administrators deal with e-government at the state level, and could identify the 
key factors impacting on successful e-government projects across that nation. It might 
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be difficult to obtain the managerial perceptions and ideas in this context, but it would 
be a valuable study. Such research would be best conducted as a participant observation 
which is a research technique used in a sociology and anthropology. The researcher can 
act as an investigator who is involved with the managerial and organisational context 
and therefore can practically understand not only the organisational cultural 
background, but also the significance of public administrative roles and strategies.  
 
Lastly, there is a need for a comprehensive exploration of all managerial impacts within 
one government organisation during the process of e-government implementation. Such 
a study would illustrate how individual administrators manage and develop e-
government projects, and could explore the organisational, executive, technological and 
cultural issues affecting e-government projects. This research would best be carried out 
using an investigator participant study to make possible in-depth analysis of government 
projects. The findings of this study could help both researchers and practitioners to 
recognise the influence of managerial approaches and their success factors. The major 
lessons to be drawn from this research have been that the areas of policy and leadership 
support are important driving forces for the successful implementation of e-government 
projects.  This needs to be investigated further. 
10.5 Conclusion 
 
This study has revealed that differentiated managerial approaches, grounded in a specific 
social and cultural context, had a significant impact on the successful implementation of 
the e-Revenue project in Thailand. The objective of this research was to offer a 
foundation for the development of a theoretical framework for the implementation of e-
government projects, based on administrative perceptions and experiences. This has 
resulted in two outcomes. Firstly, this study developed a conceptual framework that 
addresses the interrelationships of project success factors and managerial concerns, 
based on administrators‘ perceptions. There are, necessary for advances in e-government 
project management, including the organisational, technological, executive, 
environmental and individual aspects. Understanding the social, cultural and institutional 
foundations of various success factors can assist the government sector and public 
administrators to effectively prepare for improved e-government projects. Understanding 
the role of different levels of management, a key outcome of this study, shows that each 
management level in the government sector can learn from and address the issues 
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identified to ensure that the use of government resources such as staff, budget and time 
is kept to a minimum, while the gains are maximised in e-government projects. 
 
Secondly, this research presented details of management actions that outlined effective 
strategies for the control of the government organisation and its employees which led to 
the achievement of their e-government project targets. Public administrators from other 
government organisations can adapt these details to their organisations to avoid 
difficulties and failures in future e-government projects. This can also assist 
governments to increase their e-government productivity. However, the analysis of 
Thailand‘s e-government strategies has generated particular recommendations and needs 
to be considered in the context of the development of e-government projects in 
developing countries. Managerial policies and plans which meet the requirements of e-
government projects for employees and organisations as a whole will be critical to the 
success of other Thai e-government projects across the government sector.  
 
To enhance our understanding of e-government project implementation, this study takes 
an initial, yet important step towards understanding the role of managerial approaches to 
e-government project implementation. This can suggest ways to formulate effective 
managerial tactics to both improve project success and thus increase e-government 
productivity across the government sector. The knowledge offered by the conceptual 
managerial framework can be further advanced in two ways. Firstly, more research can 
be undertaken into national management approaches to e-government accomplishment in 
particular circumstances. Secondly, both proposed frameworks can be applied to more 
situations or countries to assess their effectiveness and comprehensiveness. In this 
regard, a more comprehensive and illuminating framework will provide greater guidance 
for the establishment and implementation of e-government strategies.   
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Appendix A: A historical perspective of the comtemporary 
issues associated with Thailand E-Government Initiatives 
 
The impact of globalisation and the emergence of Information and Communications 
Technology (ICT) over the last decade have dramatically transformed the social and 
economic landscape for developing countries like Thailand (NITCS 2003). The RTG 
considers that this digital revolution has offered unprecedented opportunities for 
national economic growth and development for Thailand (Krootkaew 2004). Thailand is 
one of the developing countries that have been utilising ICT in the public sector to 
develop a national ICT infrastructure since the late 1980s (Mirchandani, Johnson Jr & 
Joshi 2008). Over the past three decades, ICT has been widely recognised as a potential 
enabler for national economic and social development as well as for strengthening 
global competitiveness for Thailand (Krootkaew 2004; NITCS 2003). 
 
On July 3, 2000 the Economic Cabinet of the Association of Southeast Asian Nations 
(ASEAN) reviewed the e-government issues arising from the e-ASEAN initiatives, and 
envisioned that Thailand initially had to start the development of e-Thailand as a priority 
to prepare for the development of ICT infrastructure across the country (Sukasame 
2004). E-government was one of five key areas that ASEAN countries had committed to 
implement. The development of e-government in Thailand thus had been initiated in 
response to the e-ASEAN initiative aimed at promoting the ICT capability of 
government projects (Keretho & Limsit 2002).  The five major goals of e-ASEAN 
initiatives are outlined below (Krootkaew 2004; Sukasame 2004):  
 
1. Establishment of the ASEAN information infrastructure; 
2. Growth of e-commerce; 
3. Establishment of a free-trade area in ICT products, services and investments; 
4. Development of e-society; and 
5. Establishment of e-government. 
 
Accordingly, the e-Thailand initiative was developed as a counterpart of the e-ASEAN 
initiative, and has been driven by the National Information Technology Committee 
(NITC) which established a subcommittee for e-Thailand development (Sukasame 
2004). Similar to the e-ASEAN initiative, the framework for the e-Thailand development 
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was based on: the establishment of national ICT infrastructure; e-commerce facilitation; 
liberalisation in trade, services and investment; e-society; and e-government 
(Vathanophas, Krittayaphongphun & Klomsiri 2006). As a result, Thailand‘s e-
government project was set up in line with government management mandates and 
national IT policy to coordinate the delivery of better public services and the more 
efficient performance of government tasks and systems among RTG departments 
(Suksame 2004). The e-Thailand development agenda incorporates the RTG e-
government initiatives (Yong 2005), as shown in Figure 4-9.  
 
Figure 0-1 The e-Thailand Organisational Chart 
 
 
 
 
Source: NECTEC (2002) 
 
With the intention of improving its service delivery, the RTG has made many 
significant efforts to employ e-government as a primary vehicle for successful 
implementation of the national ICT development project (Lorsuwannarat 2006). A 
number of e-government initiatives, such as e-procurement, e-auction, e-customs and e-
excise were established to support Thailand‘s economic and social systems to become 
more internationally competitive, and to allow Thailand to become an ‗online‘ nation 
(Lorsuwannarat 2006). Figure 4-10 illustrates the timeline for Thailand‘s ICT policy 
development and plan, as well as a summary of the evolution of e-government 
initiatives during 1992–2006. To achieve this new e-government plan, the RTG invested 
over US$2500 million in e-government projects during the period 2001–2006 
(Lorsuwannarat & Buracom 2009). According to Yong (2005), the RTG e-government 
e-ASEAN 
e-Thailand 
e-Society Liberalisation e-Government e-Commerce 
Facilitation 
Information 
Infrastructure 
e-Trade e-Service e-Investment 
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projects aimed to support the reform of public services by reducing paperwork and 
streamlining the structures and processes within RTG organisations, thereby allowing 
citizens to access public services online more easily and efficiently. The goal of these 
projects has also been to facilitate the transformation of public services in line with the 
‗4Rs campaign‘, referring to Red-tape reduction, Rapid response, Rural coverage, and 
Round-the-clock service.   
 
Figure 0-2 Thailand‘s ICT policy development and plan 
 
 
 
Source: Thuvasethakul and Koanantakool (2002) 
 
According to the results of the Third Waseda World E-Government Ranking 2007, 
Thailand was recently ranked at 17 among the selected 32 countries (Obi 2007). The 
United Nations (UN) e-Government Readiness Index 2007 ranked Thailand 46
th
 out of 
100 countries in Asia (United Nations 2008). More recently, Thailand‘s ranking in the 
UN e-Government Survey 2008 was 64
th
 out of 182 countries (Koannatakool, 
Udomvitid & Thuvasethakul 2009). While e-government initiatives have been 
successfully launched in Thailand, not all of them have been successfully implemented 
(Schware & Bhatnagar 2001). There are some major factors relating to e-government 
adoption that need to be considered. According to Lorsuwannarat (2006), Thailand is 
considered to be one of the pioneers in the developing world to have devised an 
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institutional and policy environment for harnessing IT. The analysis of Thailand‘s 
rankings shows that the main factor holding back the ICT development ranking of 
Thailand in all indices is still the lack of readiness of the IT infrastructure. This has 
constrained the efficiency and effectiveness of developing ICT usage to improve 
knowledge, develop enterprises and serve the government (MICT 2009). As a result, e-
government projects have become the main strategy and tool of the RTG in seeking to 
develop and support good governance (Krootkaew 2004; MICT 2009) and to deliver a 
faster service to the public at a lower cost (Stamoulis et al. 2001; Teicher, Hughes & 
Dow 2002).  
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Appendix B: Plain Languate Statement – Interviews (English 
and Thai Language) 
 
 
 
 
 
 
 
 
October 21, 2007 
 
 
 
Dear Sir/Madam, 
 
 
I write to invite you to participate in my research project on the critical successful 
factors on e-government innovation adoption in Thailand. I am a PhD student at the 
School of Business Information Technology, RMIT University, Melbourne, Australia. 
My supervisor is Professor Dr. Brian Corbitt.  
 
E-government has a potential to modernize ways that public sectors work and run 
business, which has gained its significant development momentum in the last few years. 
The adoption of e-government innovation provide numerous benefits for public sector, 
including reducing operational cost, enhancing efficiency of organizations, improving 
the quality of  public sector services through speedy transactions and improving 
business process. However, e-government is considerably a new research area and 
hence there are some missing exists in factors influencing e-government policy and 
implementations in public sector.  
 
This study intends to explore and investigate the key factors for e-government policy 
and implementation in Thailand. The findings of this research would provide some 
directions for e-government officials to implement e-government project more 
effectively and help e-government researchers to identify some important framework 
constructs regarding the policy and implementations of e-government process. Your 
participation in this project involves having an interview conducted by me. Your voice 
will be digitally recorded once you have consented prior to the interview. The 
investigator will digitally record information during the interview in order to ensure the  
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accurate transcription of the participants‘ perspectives. Your attention in the interview is 
completely voluntary and has no disadvantages or perceivable risk as we seek only your 
opinions and comments regarding your understanding and practical experiences in your 
organization. There is no direct benefit to you as a result of your participation. You have 
the rights (a) to request that taping cease at any stage during the interview; (b) to 
withdraw from the interview at any point of time; (c) to have any unprocessed data 
withdrawn and destroyed, provided it can be reliably identified, and provided that so 
doing does not increase the risk for the participant; and (d) to have any questions 
answered at any time. Should you agree to participate, I can assure you that any data or 
information supplied will be treated in complete confidence, although the research 
findings may be written up in the PhD thesis or in relevant academic journals. In any 
event, neither individuals nor their organizations will be identified without their express 
permission.  
 
This research project is subject to the Ethics policy of RMIT University. If you have 
any enquiries at any time about the interview or the procedures in your participation of 
the project, please do not hesitate to contact Miss Smithtana Chaijenkij by email: 
smithtana.chaijenkij@rmit.edu.au, or directly contact the Secretary, Portfolio Human 
Research Ethics Sub-committee, Business Portfolio, RMIT on telephone: (61-3) 9925 
5594 or email: rdu@rmit.edu.au 
 
Finally, I would like to express my appreciation for your support of my research project. 
 
 
Yours faithfully, 
 
 
Smithtana Chaijenkij 
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21 ตุลาคม 2550 
 
 
เรียน ท่านปลดักระทรวงการคลงั  ท่ีเคารพ 
 
 
ขา้พเจา้ นางสาว สมิทธ์ิธนา ชยัเจนกิจ นกัวชิาการคอมพิวเตอร์ระดบั 5 ศูนยเ์ทคโนโลยสีารสนเทศและ
การส่ือสาร สาํนกังานปลดักระทรวงฯ กระทรวงการคลงั และนกัศึกษาระดบัปริญญาเอก ณ มหาวทิยาลยั Royal 
Melbourne Institute of Technology University (RMIT) ณ กรุงเมลเบร์ิน ประเทศออสเตรเลีย โดยมี
อาจารยท่ี์ปรึกษาคือ มิสเตอร์ไบรอนัโคบิต ใคร่ขอความร่วมมือในการสมัภาษณ์ท่านปลดักระทรวงการคลงั เพ่ือใช้
ในการทาํวทิยานิพนธ์ระดบัปริญญาเอกหวัขอ้ปัจจยัท่ีสาํคญัในการกระตุน้และเป็นแรงผลกัดนัในการสนบัสนุน
แนวทางและนโยบายของรัฐบาลอิเลก็ทรอนิกส์ (e-government) ในระบบเสียภาษีผา่นอินเตอร์เน็ต (e-
Revenue)  
 
รัฐบาลอิเลก็ทรอนิกส์ (e-government) ไดมี้การพฒันาเพ่ือท่ีจะเพ่ิมศกัยภาพของหน่วยงานภาครัฐ 
เพ่ือใหเ้กิดการประโยชนใ์นการบริการและอาํนวยความสะดวกแก่ภาครัฐและประชาชน การเติบโตและแพร่หลาย
ของรัฐบาลอิเลก็ทรอนิกส์ ไดส่้งผลแก่ภาครัฐในอนัท่ีจะใชง้บประมาณอยา่งมีประสิทธิผล อีกทั้งยงัเพ่ิม
ประสิทธิภาพขององคก์รท่ีจะนาํไปสู่การใหบ้ริการท่ีดีและสะดวกรวดเร็วยิง่ข้ึน แต่ถึงกระนั้นรัฐบาลอิเลก็ทรอนิกส์
ยงัถือวา่เป็นนวตักรรมใหม่ ท่ียงัตอ้งมีการวจิยัเพ่ือศึกษาองคป์ระกอบต่างๆ ท่ีมีผลต่อนโยบายและการนาํเสนอของ
รัฐบาลอิเลก็ทรอนิกส์ในหน่วยงานภาครัฐ 
 
การวจิยัน้ีมีจุดมุ่งหมายท่ีจะคน้ควา้และการตรวจสอบหาปัจจยัท่ีสาํคญัต่อนโยบายและแผนพฒันารัฐบาล
อิเลก็ทรอนิกส์อีกทั้งยงัรวมไปถึงการท่ีจะนาํเสนอรัฐบาลอิเลก็ทรอนิกส์ในประเทศไทย ผลการวเิคราะห์วจิยัในคร้ัง
น้ีจะมีประโยชน์ต่อเจา้หนา้ท่ีภาครัฐรวมถึงผูว้างนโยบายในการท่ีจะนาํเสนอรัฐบาลอิเลก็ทรอนิกส์ นอกจากน้ียงัมี
ประโยชน์ต่อเจา้หนา้ท่ีวเิคราะห์วจิยัของรัฐในอนัท่ีจะช้ีชดัวา่โครงสร้างท่ีสาํคญัเก่ียวกบั แผนและนโยบายใหม่ 
รวมถึงขบวนการการนาํเสนอของรัฐบาลอิเลก็ทรอนิกส์วา่ควรเป็นในทิศทางใด 
 
ในการขอความร่วมมือจากท่านในคร้ังน้ี ขา้พเจา้เป็นผูส้มัภาษณ์ดว้ยตนเอง โดยการสมัภาษณ์จะถูกอดั
บนัทึกเทป หลงัจากไดรั้บความยนิยอมจากท่าน ผูว้จิยัจะทาํการบนัทึกเทปขอ้มูลต่างๆ เพ่ือความถูกตอ้งและแม่นยาํ
ตามท่ีผูใ้หส้มัภาษณ์ไดใ้หข้อ้มูล การใหส้มัภาษณ์ของท่านนั้นจะเป็นไปดว้ยความสมคัรใจ และจะไม่ส่งผลเสียแก่
ท่านแต่อยา่งใดซ่ึงผูท้าํการวจิยัเพียงแค่ตอ้งการขอ้มูลจากท่าน อนัจะเป็นประโยชนท่ี์จะเขา้ใจในภาพรวมของ
องคก์ารรวมทั้งประสบการณ์ท่ีมีประโยชนจ์ากท่าน ในการใหส้มัภาษณ์ในคร้ังน้ี ท่านมีสิทธ์ิท่ีจะขอใหห้ยดุการ
บนัทึกเทปเม่ือท่านตอ้งการ สามารถหยดุใหก้ารสมัภาษณ์เม่ือท่านตอ้งการสามารร้องขอใหล้บขอ้มูลส่วนหน่ึงส่วน
ใดท่ีท่านเห็นวา่ไม่สมควร และยงัสามารถท่ีจะเลือกตอบคาํถามท่ีท่านเห็นสมควร ขา้พเจา้ขอรับรองวา่ขอ้มูลท่ีได ้
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จากการสมัภาษณ์ในคร้ังน้ี จะเก็บไวเ้ป็นความลบัถึงแมว้า่จะมีการแสดงผลต่างๆ ในวทิยานิพนธ์แต่จะไม่มีการช้ี
เฉพาะเจาะจงหรืออา้งอิงถึงบุคคลและองคก์ารแต่อยา่งใด นอกจากจะไดรั้บความยนิยอมเสียก่อน 
 
 
การวจิยัคร้ังน้ีเป็นไปตาม นโยบายทางจริยธรรม ของมหาวทิยาลยั RMIT ถา้ท่านมีขอ้สงสยัประการใด
เก่ียวกบัการใหส้มัภาษณ์ในคร้ังน้ี กรุณาสอบถามโดยส่งอีเมลม์าท่ี smithtana.chaijenkij@rmit.edu.au 
หรือท่านสามารถท่ีจะติดต่อไดโ้ดยตรงท่ีเลขานุการ, คณะกรรมการจริยธรรม ฝ่ายบุคลากร แผนกบริหารธุรกิจ, 
มหาวทิยาลยั RMIT หรือโทรศพัท ์  (61-3) 9925-5594 หรือส่งอีเมลม์าไดท่ี้ rdu@rmit.edu.au 
 
สุดทา้ยน้ี ขา้พเจา้ขอขอบพระคุณเป็นอยา่งสูงในความร่วมมือในการทาํวจิยัของขา้พเจา้ 
 
 
 
 
ดว้ยความเคารพอยา่งสูง 
 
 
(นางสาวสมิทธ์ิธนา ชยัเจนกิจ) 
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      Appendix C: Consent Form – Interviews 
 
RMIT HUMAN RESEARCH ETHICS COMMITTEE 
 
Prescribed Consent Form for Persons Participating In Research Projects Involving 
Interviews, Questionnaires,  
Focus Groups or Disclosure of Personal Information 
 
PORTFOLIO OF Business 
SCHOOL/CENTRE OF Business Information Technology 
Name of Participant:  
Project Title: 
Success Factors in E-government Policy Development & 
Implementations: The case of e-Revenue in Thailand 
  
Name(s) of Investigators:        
(1) 
Smithtana Chaijenkij Phone: 614 0251 7613 
                                                
(2) 
 Phone:  
 
 
1. I have received a statement explaining the interview/questionnaire involved in this project. 
2. I consent to participate in the above project, the particulars of which - including details of the interviews or 
questionnaires - have been explained to me. 
3. I authorize the investigator or his or her assistant to interview me or administer a questionnaire. 
4. I give my permission to be audio taped:     Yes    No 
5. I give my permission for my name or identity to be used:     Yes   No 
6. I acknowledge that: 
 
(a) Having read the Plain Language Statement, I agree to the general purpose, methods and demands of the study. 
(b) I have been informed that I am free to withdraw from the project at any time and to withdraw any unprocessed 
data previously supplied. 
(c) The project is for the purpose of research and/or teaching. It may not be of direct benefit to me. 
(d) The privacy of the information I provide will be safeguarded.  However should  information of a private nature 
need to be disclosed for moral, clinical or legal reasons, I will be given an opportunity to negotiate the terms of 
this disclosure. 
If I participate in a focus group I understand that whilst all participants will be asked to keep the conversation 
confidential, the researcher cannot guarantee that other participants will do this. 
(e) The security of the research data is assured during and after completion of the study.  The data collected during 
the study may be published, and a report of the project outcomes will  be provided to_____________(researcher 
to specify).   Any information which may be used to identify me will not be used unless I have given my 
permission (see point 5). 
 
Participant‘s Consent 
 
Name:  Date:  
(Participant) 
 
 
Name:  Date:  
(Witness to signature) 
   
 
Any complaints about your participation in this project may be directed to the Chair, Portfolio Human Research Ethics Sub-
Committee, Business Portfolio, GPO Box 2476V, Melbourne, 3001.  The telephone number is (03) 9925 5594 or email 
address rdu@rmit.edu.au. Details of the complaints procedure are available from: www.rmit.edu.au/council/hrec 
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Appendix D: Interview Questions (English and Thai Language) 
Questions to the government sectors (semi-structure interview) 
 
1. What were the motivations for creating the e-Revenue policy?  
 
2. What were the causes for implementing the e-Revenue project in Thailand? 
 
3. What were the benefits of the e-Revenue project? 
 
4. What were the barriers of the e-Revenue implementation in Thailand? 
 
5. What will be the future direction of the e-Revenue project in Thailand? 
 
6. How much budget will be allocated for e-Revenue projects in Thailand? 
 
7. Which factors affect implementation of the e-Revenue project in Thailand?   
(Please tell why and how) 
 
a. Budget    
b. Policy 
c. Process 
d. Collaboration  
e. Staffing  
f. Leadership Support 
g. Organisation Culture  
 
8. What are the results or feedbacks from the Thai citizens to the e-Revenue project in 
Thailand?  
 
9. Do you have any recommendations and suggestions regarding e-government projects 
in Thailand? (If yes, please describe.) 
 
Thank you for your participation. 
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ค าถามส าหรับภาครัฐบาล (แบบกึง่มโีครงสร้าง) 
 
1. อะไรคือส่ิงท่ีกระตุน้ทาํใหเ้กิดการสร้างนโยบายของรัฐบาลอิเลก็ทรอนิกส์ในประเทศไทย? 
2. อะไรเป็นสาเหตขุองการสร้างระบบ e-Revenue ในประเทศไทย? 
3. คุณไดรั้บประโยชน์อะไรบา้งจากโครงการ e-Revenue? 
4. คุณไดรั้บอุปสรรคอะไรบา้งตอ่การติดตั้งโครงการ e-Revenue ในกรมสรรพากร? 
5. คุณมีความคิดเห็นอยา่งไรต่อทิศทางและแนวโนม้ของโครงการโครงการ e-Revenue? 
6. งบประมาณเท่าไหร่ในการจดัทาํและพฒันาโครงการ e-Revenue ของกรมสรรพากร? 
7. ขอ้ใดต่อไปน้ีเป็นปัจจยัท่ีสาํคญัในการพฒันาโครงการ e-Revenue (ทาํไม และเพราะอะไร)? 
ก. Budget (งบประมาณ) 
ข. Policy (นโยบาย) 
ค. Process (กระบวนการ) 
ง. Collaboration (ความร่วมมือ) 
จ. Staffing (ตวับุคคล) 
ฉ. Leadership Support (ความสนบัสนุนจากผูบ้งัคบับญัชา) 
ช. Organisational Culture (วฒันธรรมองคก์ร) 
 
9. ผลตอบรับของประชาชนต่อโครงการ e-Revenue เป็นอยา่งไร? 
10. คุณมีความคิดเห็นเพ่ิมเติมหรือขอ้เสนอแนะอยา่งไรต่อโครงการรัฐบาลอิเลก็ทรอนิกส์ของประเทศไทย? 
 
 
ขอขอบคุณอย่างสูง ส าหรับเวลาและความร่วมมอื 
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Appendix E: Example of one transcription in Thai and a 
translation in English 
 
สมิทธ์ิธนา พอดีตอนน้ีทําปริญญาเอกเก่ียวกับ e-Revenue นะคะ ปริญญาเอกสาขา Business 
Information system จะขอขอ้มูล ใหพ่ี้มาด ตอบคาํถามเก่ียวกบัหวัขอ้ต่างๆ ต่อไปน้ี 
มาด ทุกคน คาํถามเหมือนกนั หรือคะ 
สมิทธ์ิธนา คาํถามเหมือนกัน เพราะว่าตอ้งการขอ้มูลก้อนนึงน่ะคะ เพ่ือเอาไป ทาํการวิเคราะห์  ว่าอะไรท่ี
เหมือนกัน อะไรท่ีแตกต่างกัน คาํถามทุกคนจะเหมือนกันหมด ทั้ ง 12 คน แลว้พอดีบุคคลท่ี
สัมภาษณ์ทั้ง 12 คนเก่ียวขอ้งกบัการบริหารจดัการเก่ียวกบั e-Revenue เก่ียวกบัการจ่ายภาษี 
online 
สมิทธ์ิธนา ขอ้แรก คือจะถามว่าอะไรท่ีเป็นส่ิงกระตุน้ให้เกิดการกาํหนดนโยบายของ e-Revenue ใน
เมืองไทย  
มาด เด๋ียวนะ ตอ้งบอกนิดนึงวา่ e-Revenue กบัการจ่ายภาษี online เป็นคนละส่วนกนั การจ่ายภาษี 
online  เป็นส่วนหน่ึงของ e-Revenue การจ่ายภาษี online เป็นเหมือนตวัลูกหน่ึงของ e-
Revenue เคา้เรียก e-filing แต่ตวั e-Revenue เหมือนเป็นการให้บริการ e- service 
ของกรมสรรพากรท่ีประชาชนคนส่วนใหญ่จะเขา้ใจผิด 
มาด คนส่วนใหญ่จะเขา้ใจผิด คิดวา่ e-Revenue กบัการจ่ายภาษี online  คือตวัเดียวกนั 
สมิทธ์ิธนา คือไม่ใช่ตวัเดียวกนั แต่วา่เป็น subset 
สมิทธ์ิธนา อะไรท่ีเป็นส่ิงกระตุน้ใหเ้กิดนโยบายการจดัทาํ e-Revenue ข้ึนมา 
มาด คือ ส่วนน้ีนะคะ ก็อาจเป็นเพราะความตอ้งการให้บริการประชาชนผูม้าเสียภาษีมีความสะดวกข้ึน  
และอีกส่วนหน่ึงก็คือการทาํใหค้นในองคก์รมีการปรับปรุงตวัเอง ใหมี้ความทนัสมยั  เพราะฉะนั้น e-
Revenue แบ่งเป็น 2 ภาค คือ ภาคนึงเม่ือเรา service ประชาชนผูเ้สียภาษี อีกภาคนึง คือ  
Intranet เป็นการให้บริการเจา้หนา้ท่ีภายในองคก์รเอง เช่นการส่งขอ้มูลข่าวสาร หรือวา่เป็น จะ
เห็นได้ว่าสมัยก่อนจะเป็นหนังสือเวียนหรือกฏหมายระเบียบต่างๆ ออกมาเน่ีย เราต้องส่งทาง
ไปรษษณีย ์เพราะฉะนั้ นคนท่ีอยู่ในกรุงเทพ ฯ เองจะรวดเร็ว อยู่ตรงน้ีแป๊บเดียวก็ได้ แต่คนอยู่
นราธิวาส ปัตตานี อมก่อย หรือเชียงใหม่ มันต้องใช้เวลาในการเดินทางเพราะว่าเป็นไปรษณีย ์
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เพราะฉะนั้น การรับรู้ขอ้มูลมีความแตกต่างกนั เจา้หนา้ท่ีรับรู้ขอ้มูลแตกต่างกนัคือ ความเร็วความชา้ 
การให้บริการกบัประชาชนผูเ้สียภาษีก็แตกต่างกนั มนัอาจมีผลเช่น การอภยัโทษ งดเวน้นู่นงดเวน้น่ี 
กาํหนดเวลาบางคนอาจจะยาว บางคนอาจจะสั้น แต่ว่าบางท่ียงัไม่รู้เลยว่าขอ้มูลข่าวสารเป็นยงัไง 
เพราะว่าขอ้มูลในการเขา้ถึงมนัตํ่ากวา่พอเป็นอย่างน้ี กรมเลยตระหนกัวา่ทาํอย่างไรให้เป็น layer 
เดียวกนัและในส่วนของขอ้มูล เทคโนโลยีต่างๆ มนัสามารถทาํได ้เพราะฉะนั้นกรมเลยพยายามท่ีจะ
ปรับปรุง อนัน้ีเป็นส่วนหน่ึงนะคะท่ีกรมพยายามท่ีจะปรับปรุงการใหบ้ริการ  ทางดา้นประชาชนผูเ้สีย
ภาษีเอง การทาํงานของเจา้หนา้ท่ีเอง ขอ้มูลข่าวสาร พอเจา้หนา้ท่ีไดข้อ้มูลข่าวสารเร็ว เอาไปเผยแพร่
ต่อให้ประชาชนผูเ้สียภาษี มันก็รวดเร็วข้ึนด้วย ทั้ งภายในภายนอกไม่ใช่ผูเ้สียภาษีรู้รวดเร็ว แต่
เจ้าหน้าท่ีเองก็ช้าไม่ได้ มนัต้องขนานกัน กับส่วนท่ี 2 เน่ีย กรมเองก็ตอ้งการท่ีจะลดขั้นตอน
กระบวนการเพราะวา่ ในช่วงนั้น ภาครัฐเองก็ดทาํในเร่ืองของการลดจาํนวนขา้ราชการ เห็นวา่ช่วงน้ี
ขอตาํแหน่งใหม่ก็ไม่ได ้ขอเพ่ิมอตัรากาํลงัพลก็ไม่ได ้ซ่ึงหน่วยงานก็ถูกลด downsizing คือจาํกดั 
เร่ืองของคน คนเกษียณแลว้ ลาออกแลว้ ตาํแหน่งถูยุบไปเลย ทีน้ีจะทาํยงัไงล่ะ เศรษฐกิจมนัโตข้ึน 
ภาระในการเก็บภาษีเรามากข้ึนแต่คนนอ้ยลงมนัสวนทางกนั กรมก็เลยเอะ๊ จะใชย้งัไง ก็เลยเอาในเร่ือง
ของเทคโนโลยตีรงน้ีมาใช ้เพราะวา่การท่ีจะทาํใหค้นนอ้ยลง ก็คืองานท่ีทาํซํ้ าๆซากๆ ท่ีไม่ตอ้งการใช้
สมองอะไรมากมาย งาน routine ก็เอา IT มาใช ้เพื่อเอาคนไปพฒันาดา้นอ่ืน ก่อนท่ีจะมีการใช้
โครงการ e-Revenue พ่ีเห็นวา่ระบบการจ่ายภาษีของเมืองไทยมีความยากลาํบาก อาทิเช่น ความ
ล่าชา้ไ ดรั้บผลตอบรับจากประชาชนค่อนขา้งตํ่า และการทาํงานของรัฐบาลท่ีไม่ประสบความสาํเร็จ 
การทาํงานแบเดิม ลูกนอ้งของพี่ ตอ้งใชเ้วลาในการทาํงานมากกวา่สองชัว่โมงในการเอาขอ้มูลต่างๆ
ไปใส่ระบบ แต่ปัจจุบนัโครงการ e-Revenue ช่วยให้การทาํงานง่ายข้ีน ใชเ้วลานอ้ยลง เพียงแค่
สองนาทีต่อหน่ึงขอ้มูลในใส่ระบบ ดงันั้น การนาํ IT มาใชใ้นงานช่วยลดตน้ทุนให้แก่ภาครัฐเป็น
อยา่งมาก ตน้ทุนต่างๆ เช่น มาจากภาษี online เน่ีย ตน้ทุนในเร่ืองของการพิมพแ์บบ กระดาษ การ
พิมพเ์สร็จตอ้งจดัส่งดว้ย ค่าส่งดว้ยตอ้งดาํเนินการ แต่พอมาใช ้IT ในการยื่นแบบ แบบก็ไม่ตอ้ง
จัดพิมพ์ ขอ้มูลต่างๆ คาํแนะนําต่างๆ ก็มี อยูบน Internet  สามารถเขา้มาศึกษาขั้นตอนได ้
กระบวนการ ความถูกตอ้งของขอ้มูลก็มีมากข้ึน เรามีโปรแกรมในการตรวจสอบขอ้มูล การคาํนวน 
อย่างน้องเน่ียถา้แต่งงานก็ถามว่าหักลดหย่อนบุตรไดเ้ท่าไหร่ ก็ตอ้งถามอีกว่าลูกเรียนหนังสือหรือ
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ไม่ไดเ้รียน คือ ความจาํของคนมนัจะเยอะถึงจะเป็นคนดา้นภาษีจริงๆ ก็เหมือนวา่เวลาจะจ่ายภาษีทั้งที 
ทาํไมยุง่ยาก ไหนจะเงินบริจาคอีกละเท่าไหร่มนัเกินสิทธิคิดยงัไง คนตอ้งเปิดคู่มือตลอดแลว้บางทีก็
ไม่ทราบอ่านแลว้ก็ยงัไม่เท่าใจ เป็นศพัท์เฉพาะ น่ีโดนต่อวา่เร่ือยแหละวา่เวลาอธิบายเหรอ เงินเดือน
ใส่ตรงนั้นตรงน้ี แต่ถา้ไปอ่านคาํแนพนาํมีเงินไดม้ากกวา่ 40 ทาํไมไม่เป็นเงินไดพึ้งประเมิน คือไม่
บอก คือบางทีเป็นคาํขยายของขยาย เวลาเราพูดเน่ียดูกฎหมายมนัไม่เหมือนกฎหมาย แต่พอเวลาเรา
ส่ือสาร เราเขียนขั้นตอน flow ให้มนัมีภาพแบบดูเน้ือ มนัก็ง่ายข้ึน สุดทา้ยเราก็มีโปรแกรมคาํนวน
เสร็จวา่มีลูกก่ีคน ลูกเรียนหนงัสือ มนัก็จะทาํใหก้ารเสียภาษีเป็นเร่ืองธรรมดา คนก็จะจาํไดลู้กเรียนไม่
เรียนจาํได ้ แต่ไม่ตอ้งจาํว่าลูกเรียนหนังสือไดเ้ท่าไหร่ได ้17,000 บาท ไม่เรียน ได ้15,000  
บาท ไม่ตอ้งจาํเลย ใส่ขอ้มูลปุ๊บ เคร่ืองคาํนวนให้ซ่ึงมนัก็อาํนวยความสะดวก ตรงน้ีเราก็ถือวา่ทาํให้
ประชาชนพึงพอใจในระบบการใหบ้ริการมากข้ึน ไม่ตอ้งมาจาํส่ิงท่ีปีนึงยืน่คร้ังหรือสองคร้ัง กรมก็คิด
ว่าเราพยายามปรับปรุงให้เป็นมาตรฐานสากล เทียบกับต่างประเทศได้  เพราะฉะนั้ นการเป็น
มาตรฐานสากลก็ตอ้งมี vision มีการคาํนวน มีการออะไรได ้มีการ control  ท่ีน่าเช่ือถือ ผูใ้ชมี้
ความพึงพอใจ ก็เสียภาษีไดเ้ตม็ท่ี เตม็ใจ 
สมิทธ์ิธนา มีความตรงต่อเวลา 
มาด 
 
ใช่ ตรงน้ี ก็เป็นส่วนหน่ึงท่ีกรม  ในช่วงก่อนๆ เราก็โดนวา่ค่อนขา้งเยอะ ถา้เนน้ลงมาถึง detail  ในเร่ืองของ
การให้บริการ การยื่นแบบทาง Internet  เน่ียก็เป็นจุดท่ีกรมโดนวา่เยอะ วา่จ่ายภาษีแลว้ตอ้งมารอคิวยาวๆ 
แถมไม่สะดวกเลย ความล่าชา้ ร้อน  แออดั ท่ีจอดรถไม่มี อนัน้ีน่ีก็เคา้ไปวิเคราะห์ก่อนใชร้ะบบเน้ียก็ไปอาํเภอ 
ก็จริงทุกอย่างท่ีเคา้ว่า เพราะอะไรก็เพราะเว่าผูเ้สีบภาษีทุกคนก็ชอบไปยื่นแบบในวนัสุดท้าย หรือแบบเน้ีย 
ยกตวัอยา่ง เช่นหกั ณ ท่ีจ่ายยืน่ภายในวนัท่ี 7 หรือภายในวนัท่ี 15 ของเดือนถดัไป ทุกคนไปภายในจริงๆ ไป
ในวนัท่ี 7 ไปวนัท่ี 15 จริงๆ ไม่ได้ไปวนัท่ี 1-15 ไม่ค่อยไป  วนัท่ี 1-15 90% ไปวนัท่ี 15 
เพราะฉะนั้นสถานท่ีก็แออดั  ไปโดยท่ีไม่ไดน้ดัหมายก็เหมือนนดัหมายทก็ไปเจอคิวยาวๆ แลว้ก็ไปเจอสถานท่ี
จอดรถไม่มี อากาศร้อน อารมณ์เสีย ท่ีนัง่ไม่มี ตรวจแบบก็เยอะ ขั้นตอนเยอะกวา่จะไดคิ้ว กวา่จะไดใ้บเสร็จ
กลบับา้น ทุกคนก็จะคิดวา่เจา้หน่าท่ีเราก็มีอยูแ่ค่นั้น  บางท่ีขยายถึง 2ทุ่ม 3 ทุ่ม เราก็จะโดน complain 
มากถึงหนงัสือร้องเรียนเน่ียแหละ แต่ถามวา่เราทาํอะไรไดไ้หมก็ไม่ได ้ถา้เราประชาสัมพนัธ์วา่ให้มายื่นตั้งแต่
วนัท่ี 1-15  ก็เป็นสิทธิของผูเ้สียภาษี อา้วก็ฉนัจะจ่ายวนัสุดทา้ยเป็นยงัไงไหม เราก็พอมาวิเคราะห์แลว้เราไม่
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สามารถไปปรับปรุงส่ิงท่ีเคา้ดู ส่ิงท่ีเคา้ปฏิบติัได ้เราก็เลยตอ้งกลบัในดา้นการหาเทคโนโลยีใหม่ๆ มาบริการ 
เพ่ือใหเ้คา้มีความพึงพอใจมากข้ึน  อยูท่ี่บา้นก็ยืน่ไดท้าง internet อนัน้ีเป็นตวัหน่ึงท่ีพยายามใหค้นเขา้มาใช ้
สมิทธ์ิธนา ต่อมาขอ้ 2 อยากจะทราบวา่สาแหตุจริงๆ ของการสร้างโครงการ e-Revenue ของรัฐบาลไทยคืออะไร  
มาด 
 
อาํนวยความสะดวก คือจะเห็นไดว้า่แมเ้ศรษฐกิจจะลดลงแต่ตั้งแต่เราเอา IT มาใชใ้นการพฒันาเน่ีย เราจดัเก็บ
ไดสู้งข้ึน สวนทาง สูงกว่า GDP ของประเทศ ซ่ึงจริงๆ ภาษีท่ีจดัเก็บจะไม่มากกว่า GDP แต่ของเรา
มากกวา่ GDP ประมาณ 7-8 % แต่เราเก็บไดสู้งกวา่ตลอด แต่ก็มองได ้2 อยา่งคือ มองวา่ แสดงวา่ ยงัมี
คนอยูน่อกระบบยงัมีสิ ใช่ไหม ใช่  เพราะเอา IT มาใชใ้นการ service  คนก็อาจจะพอใจมากข้ึนแลว้ก็อีก
ส่วนนึงก็ไปมุ่งเอาคนนอกระบบเขา้สู่ระบบมากข้ึน 
สมิทธ์ิธนา ต่อมาขอ้ 3 นะคะ คิดวา่ประโยชน์ท่ีไดรั้บจากโครงการ e-Revenue ในเมืองไทย คือ 
อะไรคะ 
มาด 
 
คืออยา่งแรก พ่ีมองวา่ลดตน้ทุนหลายๆอยา่ง ในระยะยาวนะในระยะสั้นปีแรกเน่ียแน่นอน มีการลงทุน มีการ
ลงทุนดา้น IT 
สมิทธ์ิธนา ลงทุนสูง 
มาด 
 
แต่พอมาเปรียบเทียบแลว้วา่ ใช่ไหมคะ อยา่งท่ีพอดีพ่ีดูแลเร่ืองยื่นแบบก็เลยเปรียบเทียบตน้ทุนตลอดเวลา ตน้
ทุนเน่ียเราประหยดัเน่ียพ่ีกะวา่ประมาณ 300- 500 ลา้นบาท แต่การลงทุนตั้งแต่พฒันามาประมาณ 40 
ลา้นบาท ทาํมา 7 ปี แรกเราทาํ pilot  พอปริมาณคนใชบ้ริการมากข้ึนมากข้ึนก็ตอ้งขยายอุปกรณืวางระบบ
ใหม้นัตรงกบังานมากข้ึน 
สมิทธ์ิธนา ตะก้ีเป็นประโยชน์ ท่านบอกวา่ลดตน้ทุนในระยะยาวแลว้ก็ประหยดัตน้ทุนการใชท้รัพยากรต่างๆ เช่น กระดาษ
และบุคลากร 
มาด 
 
แลว้ดา้นการบริการ รับความพึงพอใจน่ะ เน่ียสนองตอบต่อ customer need เคา้ตอ้งการความสะดวก
รวดเร็วใช่ไหมคะแลว้ก็ตอบสนองต่อนโยบายของ e-government ของภาครัฐดว้ย 
สมิทธ์ิธนา ต่อมานะคะ อะไรคืออุปสรรคต่อการติดตั้งโครงการ e-Revenue 
มาด 
 
อุปสรรคเหรอมนักมี้หลายหลายนะ ถา้มองตั้งแต่เร่ิมแรกเลยเน่ีย การ  change ทุกคนไม่ชอบ การ
เปล่ียนแปลงใช่ไหมคะ  เพราะฉะนั้นการท่ีจะเอาอะไรใหม่ๆ มา ก็ตอ้งเป็นการท่ีจะยอมรับ ก่อนอ่ืนคนของเราก็
ตอ้งยอมรับดว้ย เพราะการ change เน่ีย การเปล่ียนแปลงเน่ีย เจา้หน้าท่ีบางคนอาจจะไม่เห็นด้วย ไม่
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สนบัสนุน อาจจะกลวัในเร่ืองการ loose power  อะไรหลากหลาย แลว้ก็ในดา้นของประชาชน ผูเ้สียภาษี
ดว้ย ปัจจุบนับางคนอาจจะทุกวนัน้ีก็ยงัมีอยู ่
สมิทธ์ิธนา จะแน่ใจไดอ้ยา่งไร ปลอดภยัไหม 
มาด 
 
อ่าใช่ คือ ตรงน้ีเป็นเร่ืองของความรู้กบัความมัน่ใจในเร่ืองของการเปล่ียนแปลง ในเร่ืองท่ีวา่ ลดตน้ทุน เคา้ก็จะ
บอกวา่ลดตน้ทุนของสรรพากรไม่ไดล้ดตน้ทุนของเคา้ แต่เราบอกวา่ไม่ใช่คุณรู้หรือเปล่าวา่เน่ียค่าใชจ่้ายต่างๆ 
มาจากภาษีของท่าน เพราะถา้หากการลดตน้ทุนกคื้อการลดภาษีรัฐบาล ลดตน้ทุน สรรากรไม่ใช่บริษทัท่ีวา่ลด
ตน้ทุนท่ีเหลือคือกไร ไม่ใช่ เพราะค่าใชจ่้ายเราไม่มี งบประมารเราตอ้งส่งคืน เป็นเงินไดเ้ป็นรายไดแ้ผ่นดิน ส่ง
คนกลบัไง แต่คนจะเขา้ใจวา่ จะไปเปรียบเทียบกบัธุรกิจไง คือถา้ลดตน้ทุนก็คือกาํไร สรรพากรก็ยงัไดก้าํไร จะ
บอกวา่ไม่ใช่ รายไดก็้คือการท่ีเราลดตน้ทุน คือการท่ีเราประหยดังบประมาณใหร้าชการ ภาครัฐ ภาครับก็จะเอา
เงินท่ีไดไ้ปใชจ่้ายในดา้นอ่ืนๆ ไปพฒันาโรงเรียน พฒันาถนนหนทางอ่ืนๆ อยา่งท่ี 2 คือ  Infrastructure 
บา้นเราจะต่างกับต่างประเทศใช่ไหมคะ  ต่างประเทศ เช่น Hong Kong, Korea, Japan  
Infrastructure เคา้ถึง คนใช ้Internet สิงคโปร์ ในขณะท่ีคนไทยนอ้ยกวา่ 50 เปอร์เซ็นต ์รู้จกัการ
ใช้ Internet น่ีก็เป็นอุปสรรคอย่างนึงเหมือนกันของโครงการ e-Revenue พวกเราพยายาม
ประชาสมัพนัธ์คนใชบ้ริการระบบออนไลน์ แต่อยา่งไรก็ตาม ก็ข้ึนอยูก่บัในระดบัของคนท่ี…  
สมิทธ์ิธนา มีความรู้ 
มาด 
 
อ่า คนรุ่นใหม่ส่วนใหญ่เป็นรุ่นท่ีเรียน ปริญญาตรี มีพ้ืนฐานทางคอมพิวเตอร์อยูแ่ลว้ ในขณะท่ีคนรุ่นเก่าไม่
ชอบใชค้อมพิวเตอร์ ชอบกรอกแบบฟอร์มดว้ยมืออนัน้ีก็เป็นอุปสรรคอยา่งนึงในการกระตุน้ให้คนมาใชร้ะบบ
ออนไลน์ มนัยากในการไปเชิญใหค้นมีความมัน่ใจมาใชร้ะบบ อะไรแบบเน้ียค่ะ 
สมิทธ์ิธนา ต่อมานะคะ ไม่ทราบวา่โดยคร่าวๆ นะคะ พ่ีมาดคิดวา่งบประมาณในการจดัทาํโครงการ e-Revenue ใน
เมืองไทย ใชง้บประมาณเท่าไหร่  
มาด 
 
ในส่วนท่ีพ่ีดูแล เก่ียวกบั ระบบขอ้มูลในโครงการ e-Revenue ก็ประมาณ 30- 40 ลา้น ท่ีลงทุนไป แต่
เราก็พดูไดว้า่เราประหยดัปีนึงได ้ 300 – 400 ลา้นบาท เราก็วา่เราเกินทุนแลว้แหละ คุม้ แต่วา่เราก็ คือ มนั
หยดุน่ิงไม่ได ้การพฒันามนัตอ้งต่อเน่ือง เราตอ้งมีในแง่ของ  service เราตอ้งมีอะไรใหม่ๆ ข้ึนมา เช่นปีท่ี
ผา่นมา เรานาํระบบ SMS เขา้มาใชใ้นการส่งขอ้มูลในดา้นการคืนภาษีผา่นระบบมือถือ การนาํระบบ SMS 
มาใชน้ี้ เป็นประโยชน์ต่อทั้งระบบราชการในการส่งขอ้มูลยืนยนัทางดา้นการคืนภาษี และต่อประชาชนก็จะ
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ได้รับขอ้มูลเหล่าน้ีผ่านทางระบบมือถือ ในเร่ืองค่าใช้จ่าย โดยปกติการใช้บริการส่งข้อความมีค่าใช้จ่าย
ประมาณ 3-6 บาท แต่เพราะเราพฒันาโปรแกรมทาํเองหมด โดยใช ้server ของเราเอง ทาํให้ประหยดั
งบประมาณ ค่าใชจ่้ายต่อการส่งหน่ึงขอ้ความลดลงเหลือเพียงแค่ 40-50 สตางค ์ทั้งหมดน้ี ทาํให้ผูเ้สียภาษีมี
ความพึงพอใจมากข้ึน 
สมิทธ์ิธนา ต่อมานะคะ พ่ีมาดมีความคิดเห็นอยา่งไรต่อทิศทางและแนวโน้มของโครงการ e-Revenueในเมืองไทย
บา้งคะ แนวโนม้จะเป็นอยา่งไร 
มาด 
 
คือ แนวโนม้ trend ของคนท่ีอยูท่างดา้นน้ี ดูเร่ืองของเทคโนโลยใีหม่ๆ นะคะ เพือมารองรับและมาใหบ้ริการ
มากข้ึน แต่ในขณะเดียวกนั เน่ืองจากเราเป็นภาครัฐเน่ียใช่ไหม หนา้ท่ี  function  หลกัของเราคือการเก็บ
ภาษี อนัน้ีเป็นส่วนหน่ึงของการใหบ้ริการหรือการเสียภาษีใหมี้ประสิทธิภาพมากยิ่งข้ึน ถา้เราตามเทคโนโลยีท่ี
ทนัสมยัมากๆ เน่ีย บางอยา่งมนัไม่คุม้กบัประโยชน์ท่ีเราไดจ้ากการลงทุนใช่ไหมคะ เพราะฉะนั้นมนัก็ตอ้งมีใน
เร่ืองของการดูทิศทางและดูในเร่ืองของความเหมาะสมวา่มนัเหมาะหรือไม่เหมาะแลว้ก็มนัคุม้ทุนหรือไม่นะคะ 
เพราะฉะนั้ น มันต้องมีทาง เทคโนโลยีมันเปล่ียนไป แต่อย่างไรก็ตามประเทศของเราย ังขาดเ ร่ือง 
infrastructure ซ่ึงทาํใหโ้ครงการล่าชา้ และขรุขระบา้ง 
สมิทธ์ิธนา ขรุขระบา้ง 
มาด ใช่ มนัก็จะมีตรงน้ี แต่  trend มนัก็แนวโนม้การบริหารงานใหม่ๆ เน่ีย ของโครงการ e- Revenue ยงั
ตอ้งมีอยา่งต่อเน่ือง แต่ท่ีเราทาํเน่ียเราตอ้งเฉล่ียกบังบประมาณการลงทุนวา่มนัเหมาะสมไหม งั้น trend พูด
ไดว้่ามนัตอ้งมีอย่างต่อเน่ืองและเราตอ้งมีอะไรท่ีมนัคุม้ค่าต่อการท่ีภาครัฐจะเสียไปและไดป้ระโยชน์ สร้าง
ความพึงพอใจใหแ้ก่ภาครัฐ  
สมิทธ์ิธนา ต่อไปนะคะ ขอ้ 7 เน่ียจะเป็น คือว่า พ่ีมาดคิดวา่ปัจจยัท่ีจาํเป็นในการพฒันาโครงการ  e-Revenue ใน
เมืองไทย ปัจจยัท่ีกล่าวมาเน่ียตั้งแต่ ขอ้ ก – ขอ้ ช. เน่ียมีความสาํคญัหรือไม่ แลว้ก็เพราะอะไร อยา่งเช่น ขอ้ ก. 
เก่ียวกบังบประมาณ 
มาด 
 
มนัก็ตอ้งมีความสาํคญัมากอยูแ่ลว้นะคะ บางอยา่งเน่ียเราจาํเป็นจะตอ้งใช ้พฒันา ตอ้งลงทุน แต่งบประมาณเรา
ไม่มีก็ลาํบาก แลว้ก็ในเร่ืองของงบประมาณเน่ีย ในเร่ืองของนโยบายต่างๆ เน่ียท่ีเราทาํ มนัผกูเก่ียวเน่ีองกนัหมด
แหละ ทั้ง  policy และ procedure เน่ีย กระบวนการขั้นตอนต่างๆ เน่ีย เหมือนกบัเราจบัปลาลงตระกร้า
เน่ีย น่ียกตวัอย่างให้ฟังนะจะไดเ้ห็นาพ กระบวนการเน่ียหมายถึงวา่ ตอนน้ีเราจะตอ้งทาํประมาณการของงบ 
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51 ไปแลว้ เด๋ียวตอ้งทาํของ ปี 52 ดว้ย แต่พอไปถึงตอนนั้นเทคโนโลยีมนัเปล่ียน ของตกยคุ ตกรุ่นไปแลว้ 
เราก็ไม่อยากได้แต่ทําไมเราต้องเสนองบ  spec ตั้ งแต่ตรงน้ี   เพราะฉะนั้ น ขั้ นตอนกระบวนการ 
procedure ต่างๆ ของภาครัฐเน่ีย กฎระเบียบมนัไม่เอ้ือต่อในเร่ืองของการใช ้ IT  
สมิทธ์ิธนา มนัตอ้งรวดเร็ว 
มาด 
 
ใช่ มนัตอ้งรวดเร็ว รวดเร็วฉบัไว ภายใน 2-3 เดือนมนั change  แต่พอเราทาํเน่ียมนัล่วงเป็นปีๆ ปีกวา่ เน่ีย 
สเปคมนัตกรุ่น ถามวา่มี แต่เราอยากไดไ้หม เราก็พอจะซ้ือก็จะลา้สมยัเสียแลว้ ลา้สมยัตั้งแต่ยงัไม่ไดซ้ื้อ เราก็ไม่
อยาก แต่พอทาํในเร่ืองของการเปล่ียนแปลงการแกไ้ข คนก็จะมองว่าเอ๊ะ มีอะไรหรือเปล่า ใช่ไหมคะว่าเอ๊ะ
ทาํไมตอ้งมาแกส้ัญญา ทาํไมตอ้งมาปรับ ทาํไมตอ้งมาเปล่ียน มีอะไรหรือเปล่า คือในเร่ืองของตรงน้ี พ่ีวา่มนั
เป็นในเร่ืองนโยบาย ICT ของภาครัฐ มนัตอ้งเปล่ียนบ้าง กฎระเบียบมนัตอ้งเป็นคนละชุด ถึงมี e- 
auction หรืออะไรต่ออะไรแต่ในเร่ืองของการ งบประมาณในการจัดซ้ือในการอะไรต่ออะไรตอ้งบอก
ล่วงหนา้ มนัเปล่ียนเร็วมาก น่ีก็ตอ้งเปล่ียนแลว้ 
สมิทธ์ิธนา ใช่ค่ะ 
มาด พอมนัเปล่ียนก็จะ 
สมิทธ์ิธนา ไม่ทนั 
มาด 
 
คือ พูดแบบเน้ียก็จะเห็นภาพ แต่เราบอกใครมนัก็ไม่ได ้แต่ทีน้ีคนมองภาพรวม over all ตอ้งมอง ตอ้งรู้วา่ 
การจดัซ้ือในเร่ืองแบบน้ีมนัตอ้ง 
สมิทธ์ิธนา ยดืหยุน่นะคะ 
มาด ใช่ เคา้ก็อาจตอ้งอธิบายเร่ืองงบงประมาณ เร่ืองอะไรไป 
สมิทธ์ิธนา ใช่ค่ะ หวัขอ้ต่อมาเก่ียวกบักระบวนการ มีความสาํคญัยงัไงนะคะ 
มาด 
 
กระบวนการมีความสําคญัมาก ขา้ราชการทุกคนควรจะทาํความเขา้ใจในเร่ืองนโยบายและกระบวนการของ
โครงการ e-Revenue หลงัจากท่ีพ่ีไดอ้ธิบายประโยชน์ของโครงการน้ี พ่ีสังเกตุเห็นวา่ลูกนอ้งพ่ีส่วนใหญ่ 
มีความเต็มใจและพร้อมท่ีจะรับการเล่ียนแปลงกบัการทาํงานใหม่ๆ พวกเขามีความกระตือรือร้นและทาํงาน
มากข้ึนเพ่ือใหโ้ครงการน้ีดาํเนินกไปไดด้ว้ยดี ทั้งน้ีพวกเขาตอ้งปรับตวัให้เขา้กบัส่ิงแวดลอ้มและกระบวนการ
ทาํงานใหม่ๆ โดยตระหนักว่าระบบ e-Revenue จะสามารถเปล่ียนแปลงกรมสรรพากรให้ดียิ่งข้ึน 
สามารถเพ่ิมประสิทธิภาพในการให้บริการและการส่ือสารภายในท่ีดียิ่งข้ึน ขั้นตอนต่อไปพ่ีเร่ิมจากตอ้ง
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ตรวจสอบประสิทธิภาพของระบบฐานขอ้มูล เพ่ือปรับปรุงและเตรียมความพร้อมสาํหรับโครงการน้ี ทั้งน้ีพ่ีได้
แต่งตั้งทีมประสานงานและควบคุมงานเพ่ือท่ีจะดูแลเร่ืองน้ีโดยเฉพาะ อีกทั้งยงัใชท่ี้ปรึกษาพิเศษจากบริษทั
ต่างๆ รวมทั้งผูเ้ช่ียวชาญเก่ียวกบัฐานขอ้มูลจากภายนอก ลูกทีมของพ่ีใชเ้วลาประมาณ สามเดือนกบัผูเ้ช่ียวชาญ
เก่ียวกบัฐานขอ้มูลอีกสิบคนและพยายามปรับปรุงรูปแบบของฐานขอ้มูลมากกวา่  30 รูปแบบเพื่อท่ีจะหา
รูปแบบท่ีสามารถใชไ้ดก้บัทุกหน่วยงานของกรมสรรพากรไดอ้ยา่งมีประสิทธิภาพ อนัท่ีจริงมนัไม่ใช่เร่ืองง่าย
เลยท่ีจะพฒันารูปแบบขอ้มูลท่ีเหมาะสม สาํหรับระบบ e-Revenue ในระยะเวลาอนัสั้นโดยพ่ีไดแ้จง้ลูก
ทีมวา่พ่ีตอ้งการรูปแบบฐานขอ้มูลท่ีเป็นมาตราฐานอยา่งเรียบง่าย เพ่ือท่ีจะเป็นฐานขอ้มูลรองรับของโครงการ 
e-Revenue โดยรูปแบบน้ีสามารถทาํใหข้า้ราชการแผนกต่าง ๆ โอนถ่ายรูปแบบขอ้มูลแบบเก่าไดง่้ายท่ีสุด 
ลกัษณะขอ้มูลแบบน้ี สามารถช่วยให้ทางกรมสรรพากรสามารถประหยดัเวลาและค่าใช้จ่าย โดยการแปลง
ขอ้มูลท่ีมีอยู ่เป็นรูปแบบมาตราฐานเดียวกนั ดงันั้นพ่ีตระหนกัวา่ การปรับปรุงระบบฐานขอ้มูลในโครงการน้ี 
จาํเป็นตอ้งใชค้นท่ีมีความรู้ทางดา้น IT เพ่ือท่ีจะควบคุมการใชเ้ทคโนโลยใีหม่ๆ ทัว่ทั้งองคก์ร 
สมิทธ์ิธนา การติดตั้งระบบฐานขอ้มูลใหม่น้ี มีความยากลาํบากมากไหมค่ะ 
มาด 
 
ใช่ค่ะ พ่ีตอ้งไดรั้บการอนุมติัรูปแบบฐานขอ้มุลจากทางผูใ้หญ่ก่อน ก่อนท่ีจะเร่ิมใชจ้ริง แต่ทั้งน้ีทั้งนั้น แผนกพ่ี
ก็เผชิญหนา้กลบัความกดดนัภายในจากแผนกอ่ืนๆ เหมือนกนั เพราะขา้ราชการบางท่านไม่เห็นดว้ยกบัระบบ
ฐานขอ้มูลใหม่น้ี พวกเขาเห็นวา่ มนัเป็นอุปสรรคในการทาํงานของพวกเขา เพราะฉะนั้นทางพ่ีเองจาํเป็นตอ้ง
สร้างความเขา้ใจและความเช่ือมัน่ในการปรับปรุงรูปแบบฐานขอ้มูลน้ี ดงันั้นเพ่ือสร้างความมัน่ใจในรูปแบบ
และระบบฐานขอ้มูลใหม่น้ี พ่ีไดท้ดลองทาํ pilot test ในบางแผนก เป็นระยะเวลา 2-3 อาทิตย ์ก่อนท่ีจะ
เร่ิมใชจ้ริง 
สมิทธ์ิธนา ใช่ 
มาด 
 
ก็ใชเ้วลา เพราะฉะนั้นทุกปัจจยัมีความสาํคญั ถา้เราไม่เปล่ียนแปลงกระบวนการทาํงาน มนัก็เหมือนไดข้องท่ี
ประกาศซ้ือก็เป็นรุ่นเก่า 
สมิทธ์ิธนา คือเป็นเทคโนโลยท่ีีมนัลา้ 
มาด 
 
ใช่ นโยบายก็เป็นเร่ืองสําคญันะคะ ข้ึนอยู่กบัผูน้าํ ถา้ผูน้าํเขา้ใจ ในเร่ือง IT คือในเร่ืองของประโยชน์ท่ีได ้
นโยบายออกมา มนัก็ค่อนขา้งท่ีจะดี แต่ถา้ผูน้าํไม่ชอบ ไม่เขา้ใจเร่ือง IT โอ๊ยกวา่จะทาํงานไดเ้น่ียมนัลาํบาก 
โครงการน้ีถือวา่เป็นโครงการตวัอยา่งท่ีดีมาก มีมาตราฐานสูงและไดรั้บรางวลัมากมาย เน่ืองจาก ผูน้าํองคก์รมี
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ความเขา้ใจสูงและสนบัสนุนการใช้ IT ในองคก์ร ซ่ึงทาํให้พวกเราสามารถพฒันาโครงการน้ีสาํเร็จไดอ้ยา่ง
รวดเร็ว แต่อยา่งไรก็ตาม เวลาเราเช่ือมโยงระบบออนไลน์กบัหน่วยงานราชการอ่ืนๆ ผูน้าํของหน่วยงานนั้นๆ 
ไม่ค่อยให้ความร่วมมือ เหมือนกบัหัวหน้าของพ่ี นอกจากนั้นการวางนโยบายและแผนงานของโครงการ e-
Revenue จะตอ้งมีการพิจารณาอย่างสมํ่าเสมอเพ่ือท่ีจะสามารถปรับเปล่ียนตามความเหมาะสมและ
ดาํเนินการไดอ้ย่างมีประสิทธิภาพ พ่ีเห็นด้วยกบัหัวหน้าของพ่ีท่ีว่า มุมมองท่ีดีของผูน้าํในการปรับเปล่ียน
พิจารณาแผนงานอยา่งสมํ่าเสมอ ในกรณีของพ่ีเม่ือพ่ีพบอุปสรรคความยากลาํบากต่างๆ พ่ีก็จะรายงานหวัหนา้พ่ี
ทนัที ถึงแมว้า่พ่ีจะพยายามคน้หาวา่ปัญหาคืออะไรและหาทางแกไ้ขปัญหาดว้ยตวัเอง  ในกรณีท่ีพ่ีพบปัญหาซ่ึง
ตอ้งใช้เวลาในการแกไ้ขอย่างมาก หัวหน้าของพ่ีก็เขา้ใจถึงปัญหาและยอมยืดเวลาของโครงการให้มากข้ึน
จนกวา่พ่ีจะสามารถแกไ้ขปัญหานั้นๆได ้ซ่ึงทาํให้พ่ีประทบัใจเป็นอยา่งมาก ดงันั้น มุมมองของผูน้าํน่าจะเป็น
หน่ึงในองคป์ระกอบท่ีสาํคญัสู่ความสาํเร็จ 
สมิทธ์ิธนา แสดงวา่ ผูน้าํมีความเขา้ใจและพร้อมท่ีจะสนบัสนุน 
มาด 
 
ความสาํเร็จส่วนหน่ึงของกรมสรรพากรเน่ีย พ่ีวา่ผูน้าํ ผูน้าํเน่ียเขา้ใจทุกอยา่ง support เน่ีย มนัก็ไป
ได ้ถา้ผูป้ฏิบติัหรือผูต้ามคิดไปเถอะ แต่ถา้ผูน้าํไม่อนุมติัมนัก็ไปไม่ไดใ้ช่ไหมคะ แต่ถา้ผูน้าํนาํถึงผูต้าม
ไม่เขา้ใจ ตอ้งมีวิสัยทศัน์ในระดบัหัวหน้าผูบ้งัคบับญัชา ระดบัอะไรต่อะไรก็ส่งไปอบรมเร่ืองของ 
vision เร่ืองของการบริหาร องคก์รกบัยคุ Globalisation คือตอ้งเขา้ใจวา่โลกมนัไปยงัไง 
เพราะฉะนั้นในรูปของนโยบายเป็นเร่ืองสาํคญั เวลาใครมาดูงานเคา้ถึงถามวา่ทาํไมถึงทาํได ้ทาํไมถึง
คุยกนัรู้ เพราะว่ามนัไปในทิศทางเดียวกนัไดรั้บการอบรมไดรั้บความรู้ทั้งจากภายในประเทศไทย 
เพราะผูบ้ริหารเรามี vision ถา้ท่านมี vision  คนเดียวกระบวนการมนัไม่ไป ผูน้าํเก่งคนเดียว ผู ้
ตามไม่เก่งก็ไม่ได ้ผูน้าํตามเก่งผูน้าํก็ไม่ได ้มนัตอ้งไปดว้ยกนั คนจะถามเยอะเวลามาดูงานวา่ผูใ้หญ่ทาํ
อะไรทาํอยา่งไร เราก็บอกวา่มนัเป็นส่ิงสาํคญักบัการ Implement  มีหลายหน่วยงานท่ีเราได้
รางวลั IT ภาครัฐดีเด่น เพราะฉะนั้นตอ้งมีกลยทุธ์มีอะไรต่ออะไร มนัก็ตอ้งมีทิศทาง 
 
ส มิ ท
ธ์ิธนา 
แต่ตอนน้ีคนตอ้งการมากเลยนะคะ ต่างชาติก็มีการเขียน Journal reference ถึงโครงการ e-
Revenue ค่อนขา้งเยอะ 
 มาด มาดูงานเยอะมาก  ญ่ีปุ่น เน่ียระบุเลยวา่มาดูเร่ือง e- filing เคา้เป็น IT  ค่อนขา้งเยอะ แต่เคา้บอก
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 ของเคา้ไม่ค่อย success  เร่ืองการยืน่แบบทางอินเตอร์เน็ต เราทาํไดอ้ยา่งไร ซ่ึงเราก็ภูมิใจวา่ญ่ีป่น
มาดูงานเร่ืองน้ี ถามวา่กลยทุธ์ท่ีเราทาํเน่ีย เราทาํยงัไง เรา Implement อยา่งไร คนถึงใช ้ ภูฐาน
อยา่งน้ี เวียดนาม อินเดีย  เด๋ียวนะคะ ออ้ ภูฐาน เน่ียเร็วๆ น้ี มองโกเลียก็จะมา อนัน้ีมาดูเร่ืองยื่นแบบ  
Internet โดยตรง แต่วา่ท่ีมาดูเร่ืองของโครงการ  e-Revenue ก็เยอะ   
ส มิ ท
ธ์ิธนา 
ใช่ค่ะ เพราะวา่ขนาดออย ยงัตอ้งทาํเร่ืองน้ีเลยค่ะ เพ่ือเป็น guildline  หรือ bench mark 
ใหก้บั  e-government ในดา้นอ่ืนๆในเมืองไทยเหมือนกนัวา่ ทาํไมถึงประสบความสาํเร็จและ
เพราะอะไร แลว้ส่ิงท่ีสาํคญัท่ีสุด คือ % ของการ response นะคะ กบัประชากร คือ ไม่ใช่สร้าง 
project มาแลว้ไม่มีคนใชไ้ม่มีประโยชน์ 
มาด 
 
เราก็ทาํแลว้ประสบความสาํเร็จกวา่การยืน่ทางกระดาษ และปีน้ีเขา้ใจวา่น่าลดลงเน่ืองจาก พรบ. เร่ือง
อะไร เราตอ้งตดัโปรแกรมให้มากข้ึน คือโปรแกรมท่ีเราใชปี้ละคร้ัง ปีละสองคร้ัง เน่ียเราก็ตอ้ง  
Balance ระหวา่ง security ความสะดวก กบัความง่ายต่อการใช ้คือถา้เป็นตวัผูป้ระกอบการ 
security เราผา่นอยูแ่ลว้ไง ก็ตอ้งมาตรวจพิสูจน์ แต่ถา้เป็นผูใ้ชบ้ริการมาตรวจพิสูจน์มาหาเราแบบ
เน้ีย ใช่ไหมคะ เคา้ก็ไปยื่นกระดาษเลยดีกวา่ มนัก็ตอ้ง balance กนั พรบ.วา่ดว้ยการทาํความผิด
ทางคอมพิวเตอร์ ออกมาบงัคบัใชเ้ราก็ตอ้งตามกฎหมาย ซ่ึงอาจจะยากข้ึน  แต่ถา้คนใช ้IT เยอะๆ ดี 
เคา้ก็จะมองวา่ปกป้องคุม้ครองขอ้มูลส่วนบุคคลของเคา้ เราก็ตอ้งเพ่ิม security เพ่ิมขั้นตอนให้มี
ความปลอดภยัมากยิง่ขน้  
ส มิ ท
ธ์ิธนา 
พฒันาต่อไป 
มาด คืออาจจะนอ้ยลง 
ส มิ ท
ธ์ิธนา 
ค่ะ แลว้ก็ทางดา้นของความร่วมมือขององคก์รท่ีเก่ียวขอ้ง มีส่วนสาํคญั 
มาด 
 
สาํคญัมาก ถา้ยกตวัอยา่งเป็นโครงการ e-Revenue เน่ีย  แน่นอนเรามีการ share ในเร่ืองของ
ขอ้มูลระหวา่งหน่วยงานต่างองคก์รกนั ค่อนขา้งมาก ซ่ึงตรงน้ีเน่ียก็ไดรั้บความร่วมมือท่ีดี หรือถา้เป็น
เร่ืองของยื่นแบบเน่ีย เราก็ไดข้อ้มูลพวกกองทุน RMF, LTF เน่ียอะไร เราจะไดไ้ม่ตอ้งไปขอ
ขอ้มูลเอกสารลูกคา้  พอลูกคา้กรอกเขา้มาป๊ับ  เราเช็คดว้ยโปรแกรมดูพวก record ธนาคารเน่ียให้
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ขอ้มูลให้ความร่วมมือ เร่ืองดอกเบ้ียเงินกูย้ืม ถามว่าเคา้ให้มาแลว้ยงัไง ตวัเคา้ก็ไม่ตอ้งออกหนังสือ
รับรอง ก็ประหยดัลดตน้ทุนเคา้ ใช่ไหมคะ เร่ืองของใบเสร็จประกนัชีวิตเน่ีย เพราะฉะนั้นท่ีเคา้ให้
ขอ้มูลมา share หมายความว่าผูเ้สียภาษีผอ้นขอ้มูลทาง Internet มาปุ๊บ เราตรวจเช็คกับ
โปรแกรมถูกตอ้งไม่ขอ  บางคนพดูวา่ยืน่ทาง Internet ทาํไมไม่ส่งเอกสาร เราก็ไดรั้บความร่วมมือ
จากหน่วยงานต่างๆ ท่ีให้ความร่วมมืออะไรต่ออะไร มนัก็จะสะดวกยิ่งข้ึน แต่ก็ไม่ได้เล่าให้ฟัง 
หน่วยงานก็ไม่ให ้กลวัลูกคา้จะวา่ ยิง่ตอนน้ีเร่ิมทะยอย 
ส มิ ท
ธ์ิธนา 
เร่ิมมีความรู้ความเขา้ใจมากข้ึน 
มาด 
 
ค่ะ ใช่ เคา้ก็รู้วา่ลดงานเคา้ ลดปัญหาเร่ืองการพิมพใ์บเสร็จแลว้ใบเสร็จอีก จะเห็นไดว้า่ เราก็ประกนั
นะ พอประกนัจ่ายจะใชย้ืน่แบบจาํไม่ไดแ้ลว้วา่ใบเสร็จอยูไ่หน เพราะวา่ยงัยื่นกระดาษอยูเ่อกสารตอ้ง
แนบ ยื่นทาง Internet เราดู statement เราก็รู้ แต่ถา้สมมติวา่เคา้ขอแลว้บริษทัประกนัไม่ให้
ขอ้มูลเรา เคา้ตรวจแลว้เคา้ไม่พบขอ้มูลหรือมีความผิดปกติอีก ขอมาเราก็ตอ้งไปขอท่ีบริษทั  ไปขอ
บริษทัก็ตอ้ง 2 อาทิตย ์ถึงจะไดก็้ตอ้งไปเอา base  ลงมา จดัพิมพใ์หม่ ตน้ทุนเคา้ก็เยอะแยะไปหมด 
ถา้พิมพแ์บบ พิมพใ์บเสร็จ ถูกไหมคะ  เพราะฉะนั้นถา้เคา้ให้ขอ้มูลเน่ีย ปัญหาน้ีจะไม่เกิด หน่วยงาน
บางหน่วยงานเน่ียเคา้รู้เลย  เห็นไหมลดปัญหาเร่ืองพิมพ ์ออกใบเสร็จใหม่อีก  เพราะฉะนั้นเน่ียลดไป
เลยตวัน้ี แต่คนท่ียงัไม่ให้ เคา้ก็ไม่รู้ไง ตน้ทุนเคา้ก็ยงัไม่ลด เพราะทุกคนน่ะใบเสร็จหาไม่เจอ ก็ขอ
ใบเสร็จใหม่ ขอใบแทนใบเสร็จ ขอนู่ขอน่ี เอาล่ะก็อยูท่ี่คุณนัน่แหละ คือบริการ 2 อาทิตยท์าํไมชา้นะ  
เราไม่เคยชา้นะ สรรพากรออกใบเสร็จ online แลว้ทาํไมไม่ทาํแบบน้ีบา้งอะไรแบบเน้ีย น่ีก็หลาย
หน่วยงานบางหน่วยงานเคา้ก็ถามวา่แลว้ทาํแลว้เน่ียก็ตั้งหลายที   คุณทาํระบบ voice ก็ได ้ ถาม
ดอกเบ้ียเงินกูธ้นาคาร กด 2  คุณก็ให้เคา้ใส่เลขเหมือนคุณใชร้ะบบ call ของคุณน่ะ มาใส่เลขตวั
สอบไดว้า่คนน้ีคนน้ี ใช่ไหมคะ คุณก็บอกดอกเบ้ียกูย้ืมคุณเท่าไหร่ แค่นั้นน่ะ หนงัสือรับรองคุณอาจ
ไม่ต้องออกเพราะเค้ามาใช้กับเราก็ได้ ป้อนข้อมูลได้ แต่คุณตอ้งพฒันา voice เพื่อให้เป็น 
Information ให้เคา้มาตรวจสอบ ถา้พูดแบบน้ีก็เหมือนเป็นการ share ในเร่ืองของความรู้
แลกเปล่ียนความรู้กนั ช่วยเหลือซ่ึงกนัและกนั เพราะฉะนั้นหน่วยงานท่ีเก่ียวขอ้งมีความรู้ทางดา้น 
อยา่งของพ่ีเน่ีย พวกแบงคใ์นการใหบ้ริการรับชาํระภาษี online ใหม่ มี 3 แบงค ์ค่อยๆ เพ่ิมข้ึน พอ
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ตอนหลงัเน่ียเราตอ้งขอวา่เน่ียลูกคา้จะจ่าย online เน่ียคุณมาพฒันาสิ พอตอนหลงัพ่ีบอกวา่ไม่ตอ้ง
หรอก ไปพูดในนิคมลูกคา้บอกอยากยื่น online พ่ีก็ถามวา่ใชแ้บงคอ์ะไร อาแบงคคุ์ณไม่ได ้ไม่มี 
ไม่ทนัสมยั พ่ีก็บอกวา่ แต่ว่าการท่ีคุณอยากจ่ายภาษี online คุณไปบอกแบงค์คุณเลย ตอนแรก
แบงคญ่ี์ปุ่นไม่เช่ือ ในนิคมอุต ฯ เคา้บอกวา่เคา้ใชแ้บงคอ่ื์นไม่ได ้ก็ตอ้งปล่อยให้ญ่ีปุ่น คนญ่ีปุ่นเคา้จะ
รักชาติ พ่ีบอกวา่คุณไปบอกเลยวา่คุณอยากจ่ายภาษี online ให้รู้จกัพฒันาบา้ง ทนัสมยับา้ง  พอ
ลูกคา้ไปบอกท่ีแบงค์มาที เดิมเราไปหาเคา้เคา้ไม่สนใจหรอก โอ๊ยยุ่งยาก พฒันายุ่งยาก เด๋ียวอะไร  
เด๋ียวน้ีพูดไดเ้ลยวา่ทุกแบงคเ์ขา้มาร่วมหมด ตอนน้ีกาํลงั bank of America กาํลงัพฒันาอยู ่
เป็นแบงคสุ์ดทา้ย  Citi bank, Sumitomo ทุกๆ แบงค ์
ส มิ ท
ธ์ิธนา 
เคา้ก็อาํนวยความสะดวกในทุกๆ ดา้นเลยนะคะ  ลดตน้ทุนในทุกอยา่งดว้ย 
มาด 
 
ใช่ แล้วตอนน้ีเราถือว่า เป็น our customer  เป็นลูกค้าของเรา เราก็ต้องมีหลายช่องทาง จ่าย 
Internet pay banking ,  e-banking, mobile banking  ยงัมีเลยจ่ายดว้ยมือถือ  
counter ธนาคาร pay at post  จ่ายท่ี 7-11 มีหมดลูกคา้สรรพากรมีหลากหลาย  SME บางกลุ่ม
ชอบแบบน้ี บางกลุ่มชอบแบบนั้น 
ส มิ ท
ธ์ิธนา 
แลว้แต่ความเคยชิน 
มาด 
 
เราก็พฒันาหมด เพราะเป็นเร่ืองของ customer centric trend มนัก็ตอ้งเป็นอยา่งน้ี สนอง need 
เป็นทางเลือกเป็น Choice ท่ีเคา้ได ้สามารถ  แต่ก็ตอ้งเขา้ใจว่าทางเลือกแต่ละทางก็มีขอ้จาํกดัของเคา้ 
เช่น 7-11 เป็นเงินสดไม่เกิน 3 หม่ืน pay at post เป็นเงินสดหรือแชเชียร์เช็คไม่เกิน 200,000 บาท 
ช่องทางแต่ละช่องทางมีค่าธรรมเนียมไหม บางแบงคมี์ค่าธรรมเนียม บางแบงคฟ์รีค่าธรรมเนียม ตอ้งบอก  
limit ในการใช้ต่อคร้ังเท่าไหร่ เพราะว่ามนัมีหลาหลายช่องทางเด๋ียวลูกคา้ไม่รู้ก็หาว่าเราไม่บอก 
เพราะฉะนั้นตอ้งเขา้ใจลูกคา้ตรงน้ี  ตอ้งบอก เพราะลูกคา้ตรงน้ีบางคนจ่ายภาษีพนักวา่ลา้น บางคนบอกไม่
เอา กลวั ไม่มีใครจบัเงิน 
ส มิ ท
ธ์ิธนา 
 ไม่มีใครกลา้นะคะ แต่พอเร่ิมใชแ้ลว้มนัจะชิน 
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มาด ใช่ตรงน้ีมนัเก่ียวกนั 
ส มิ ท
ธ์ิธนา 
แลว้ตวับุคคลล่ะคะ เก่ียวกบัเจา้หนา้ท่ีของกรมสรรพากรมีผลต่อการพฒันาไหมคะ 
มาด 
 
ก็มีผลนะคะ แลว้ก็เป็นปัจจยัสาํคญัท่ีสุด  ในการบริหารจดัการ 4m ตวัท่ีสาํคญัท่ีสุด คือ man ถึงแมว้า่เรา
ติดตั้งระบบรักษาความปลอดภยัเพ่ือรองรับเหตุการณ์ท่ีไม่คาดฝันท่ีจะเกิดข้ึนเช่นความผิดพลาดต่างๆ ไวรัส 
แต่ทางเราก็จาํเป็นตอ้งมีเจา้หนา้ท่ีกาํกบัควบคุมดูแล มอนิเตอร์ระบบให้มีความปลอดภยัสูง ดงันั้นทุกคนมี
ความสาํคญักบัองคก์ร ถา้องคก์รไม่มีเจา้หนา้ท่ีเหล่าน้ี โครงการ e-Revenue ก็ไม่สามารถสาํเร็จลุล่วง
ตามท่ีผูใ้หญ่คาดหวงัไว ้ดงันั้นพวกเราตอ้งทาํงานอยา่งหนกั เพ่ือบรรลุเป้าหมาย 
ส มิ ท
ธ์ิธนา 
บุคคลากรและเจา้หนา้ท่ีก็มีส่วนสาํคญัในการดูแลความผิดพลาดต่างๆ ไวรัส เม่ือเกิดปัญหาข้ึน 
มาด 
 
แต่อย่างไรก็ตามองค์กรภาครัฐต่างๆ ยงัคงมีปัญหาเก่ียวกบัการขาดแคลนบุคคลากรท่ีมีความชาํนาญดา้น
เทคโนโลยี รวมถึงหารจดัหา ดงันั้นทางเรามีความจาํเป็นตอ้งปรับปรุงและหาแนวทางแกไ้ขปัญหาเหล่าน้ี 
ทั้ งน้ีเราโชคดีท่ีมีบุคคลากรท่ีมีความชาํนาญดา้นเทคโนโลยีเพียงพอ จึงเป็นการง่ายในการติดตั้งระบบ
ฐานขอ้มูลของโครงการ e-Revenue น่ีก็เป็นเพราะวา่หัวหนา้ของพ่ีจา้งคนมีเพียงพอ ทาํให้สามารถ
ทาํงานไดอ้ย่างมีประสิทธิภาพ ทางกรมสรรพากรไดหึ้ความสําคญักับการอบรมทาดา้นไอที เพ่ือพฒันา
ศกัยภาพ และทกัษะทางไอทีของขา้ราชการทุกคน อีกทั้งทากรมฯ ไดส่้งขา้ราชการทุกคนเขา้ร่วมอบรม
อยา่งนอ้ย 5 วนัต่อปี นอกจากนั้นทางเรามีโปรแกรมฝึกอบรมออนไลน์ เป็นส่วนหน่ึงของ e-learning 
ท่ีทุกคนสามารถเรียนรู้ไดจ้ากเวปไซคข์องกรมฯ เพ่ือพฒันาความรู้ทางดา้นไอทีอยา่งต่อเน่ือง รวมถึงการใช้
ข้อสอบและการออกใบประกาศรับรองผล ทั้ งหมดน้ีเพ่ือท่ีจะบรรลุวตัถุประสงค์ท่ีจะเป็น Good 
Governance 
ส มิ ท
ธ์ิธนา 
ต่อมาเก่ียวกบัดา้น Leadership support ก็คือ การสนบัสนุนจากผูบ้งัคบับญัชา 
มาด 
 
การสนบัสนุนอาํนาจจากผูบ้งัคบับญัชา ก็ตอ้งมีความสาํคญัอยูแ่ลว้ หวัหนา้ขอพ่ีใหก้ารสนบัสนุนในทุกดา้น 
โดยเฉพาะในดา้นงบประมาณและอุปกรณ์อิเล็กโทรนิคส์ต่างๆ เม่ือไหร่ก็ตามท่ีมีความจาํเป็นในการขอ
อนุมติัต่างๆ หัวหนา้ของพ่ีและผูบ้ริหารระดบัสูงขอกรมฯ ยินดีท่ีจะช่วยสนบัสนุนและอนุมติัอยา่งรวดเร็ว 
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แต่ตอ้งก็ตอ้งข้ึนอยูก่บัระดบัความสําคญั กระบวนการอนุมติัปกติใชเ้วลานาน 3 อาทิตย ์ในทางกลบักนั 
พวกหวัหนา้พยายามแกไ้ขปัญหาความยุง่ยากต่างๆ เพราะวา่พวกท่านตระหนกัวา่ ทุกอยา่งจะไม่ขบัเคล่ือน
ถ้ามีได้รับการเห็นชอบและอนุมัติ ดังนั้ นพวกท่านจึงพยายามช่วยเร่งการอนุมัติให้เร็วข้ึน ทั้ งน้ีทาง
กรมสรรพากรมีการกระจายอาํนาจ เพื่อท่ีจะลดขั้นตอนการทํางานท่ีไม่จาํเป็น ถ้าทางกรมไม่กระจาย
อาํนาจลไปในส่วนล่าง กระบวนการทาํงานและการบริการต่างๆ ล่าชา้ โดยเฉพาะสรรพากรอาํเภอในพ้ืนท่ี
ห่างไกล ทางกรมฯ เองไดใ้หอ้าํนาจในการอนุมติัจดัเก็บภาษี ดงันั้นการกระจายอาํนาจก็เป็นหลกัการบริหาร
ของภาครัฐ และยงัส่งผลกระทบโดยตรงต่อโครงการ e-Revenue  
ส มิ ท
ธ์ิธนา 
แลว้ขอ้สุดทา้ยนะคะเก่ียวกบั  organisational  culture  วฒัณธรรมองคก์รมีผลไหมคะ 
มาด 
 
มีผลเยอะ ยิ่งตอนน้ี วฒัณธรรมองคก์รเปล่ียนไป สมยัก่อนก็เป็นกระดาษใช่ไหมคะ  ตอนน้ีนะคะวนัไหน  
network  ขดัขอ้งเป็นยงัไง เจา้หน้าท่ีทาํงานกนัไม่ได้เลย เพราะว่าทุกคนเร่ิมคุน้เคยกับการใช้
คอมพิวเตอร์ในการทาํงาน ถา้เจา้หนา้ท่ีคนไหนลาหยดุ จะตอ้งส่งใบลาผ่านระบบการลา ทาง Intranet 
ดั้งนั้น ระบบ network กลายเป็นหัวใจของกรมไปแลว้ ถา้วนัไหน network ขดัขอ้ง จะส่งผล
กระทบต่อกระบวนการออนไลน์ทั้ งหมด แต่ถา้กลบัมาใช้กระดาษก็ไม่ได ้เพราะมนัชา้เกินไป ถึงแมว้่า 
วฒันธรรมองคก์รเปล่ียน แต่วฒันธรรมของผูเ้สียภาษีไม่เคยเปล่ียน ยงัคงมายื่นภาษีในวนัสุดทา้ย ถึงแมท้าง
เราจะขยายเวลาทาํงานจนถึงส่ีทุ่ม หรือมีการใชเ้ทคโนโลยีเขา้มาช่วย แต่ผูเ้สียภาษีชอบมาชาํระภาษีในวนั
สุดทา้ย ใกลเ้วลาปิดทาํการ ยิ่งไปกว่านั้นสําหรับระบบออนไลน์ ผูเ้สียภาษีมกัจะลืม password ก็ไม่
สามารถทาํการจ่ายภาษีผา่นทาง Internet ได ้
ส มิ ท
ธ์ิธนา 
ใช่ค่ะ  
มาด แต่วฒันธรรมของเราเน่ียเปล่ียนเยอะ  เปล่ียนเยอะมาก ตั้งแต่มีโครงการ e-Revenue แลว้คนจะมีความ
ทนัสมยั 
ส มิ ท
ธ์ิธนา 
ใช่ค่ะ กระตือรือร้นมากข้ึนดว้ยค่ะ 
มาด ในการให้บริการในการอะไร  ทุกอย่างจะเป็น online หมด ขอเลขประจาํตวัผูเ้สียภาษี เลข online 
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 ตรวจสอบขอ้มูลก็ online  
ส มิ ท
ธ์ิธนา 
ต่อไปนะคะ ขอ้ 9 ผลตอบรับของประชาชนท่ีมีต่อโครงการ e- Revenue พ่ีมาดคิดวา่ยงัไง 
มาด 
 
พ่ีวา่ก็โอเค นะคะ ถึงแมว้า่คนจะไม่เขา้มาใชย้ืน่ผา่น net แต่เคา้ก็เขา้มา download แบบเพื่อไปยืน่จริง 
บนระบบได ้ถา้เดิมนะคะเคา้ก็ตอ้งไปยื่นแบบท่ีอาํเภอ ให้ messenger ไป 1 รอบ ขอแบบท่ีอาํเภอ
กลบัมา เขียนกรอกแบบเพื่อกลบัไปยืน่แบบท่ีอาํเภออีก  คุณเปิด Internet   download  file แบบ
พิมพแ์ลว้ print เม่ือไหร่ก็ได ้ ตามท่ีคุณตอ้งการ เคา้ก็สะดวก ในเร่ืองขอ้มูลข่าวสารใหม่ๆ เน่ีย เราเอา e-
Revenue และประมวลรัษฎากรไปไวบ้น web เพ่ืออะไร ตอ้งไปซ้ือกฎหมายเล่มละ 800-900-1000 
บาท  เพ่ือชั้นจะเสียภาษีชั้นจะตอ้งมาอ่านกฎหมายดว้ยเหรอ  กรมสรรพากรอาจจะมีคาํแนะนาํบางทีอาจจะ
อยากดูกฎหมายก็ตอ้งไปซ้ือ มาท่ีห้องสมุดกรมเหรอ เราเอาข้ึน Internet Download ฟรี เราก็โดน 
บริษทัท่ีพิมพห์นงัสือ โรงเรียนบา้ง  อะไรบา้ง ท่ีมีประมวลรัษฎากรออกมาจดัจาํหน่ายวา่บา้ง แต่สรรพากร
บอกวา่เราตอ้งให้ความรู้แก่ประชาชนนะคะ ก็มาใชท่ี้น่ีได ้เราก็มีบริการ สามารถสืบคน้ขอ้มูล update 
ได ้ทุกเดือน แต่คุณซ้ือหนงัสือเน่ีย เคา้ไม่ได ้update ทุกเดือน  ถูกตอ้งไหมคะ 
ส มิ ท
ธ์ิธนา 
ถูกตอ้ง 
มาด 
 
แต่ปีหน่ึงถึงจะพิมพที์ เพราะฉะนั้นประชาชนก็จะชอบ เร่ิมเขา้มาสิบคน้คาํแนะนาํ หรือในเร่ืองขอ้หารือ
ต่างๆ ในเวปไซคข์องเรา 
ส มิ ท
ธ์ิธนา 
มนัสะดวกมากเลยนะคะ  
มาด 
 
 มีตั้งแต่ 2500 สามารถสิบคน้ได ้ทางเรามีขอ้มูลท่ีจาํเป็นต่างๆ กฎหมายท่ีเก่ียวขอ้งและระเบียบต่างๆ  ท่ีทาง
สํานักงานบญัชีต่างๆ สามารถเขา้มาดูไดห้มด ความรู้เก่ียวกบัเร่ืองของภาษีก็มี ขอ้มูลข่าวสารต่างๆ  e-
Revenue tax  info ก็ไดข้อ้มูลจะส่งไปให้ถึง mail เลย ไม่ตอ้งมาสืบคน้  ไม่ตอ้งมาขอ ถึงเวลามี
กฎหมายใหม่ๆ หนา้ท่ีปฏิบติัใหม่ๆ ส่งไปท่ี mail เลย ถา้สมคัรเป็นสมาชิกของระบบ e-Revenue 
นะคะ  เพราะฉะนั้นคนท่ีเขา้มาใช ้e-Revenue ผลตอบรับก็ดี ใครก็ชอบ บางคนบอกวา่สะดวกรวดเร็ว 
การบริการน้ีทาํใหโ้ครงการ e-Revenue เป็นท่ีนิยมมากข้ึนอีกดว้ย 
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ส มิ ท
ธ์ิธนา 
เพราะเด๋ียวน้ีค่อนขา้ง เขา้ไดถึ้งทุกบา้น  แมก้ระทัง่มือถือนะคะ 
มาด ใช่ๆ สมยัก่อนใกล้ๆ  ถึงวนัท่ี 31 ก็จะเตือนไปท่ีมือถือเลยวา่ใกลส้ิ้นสุดการยื่นแบบแลว้นะ ถา้ท่านยงัไม่ได้
ยืน่แบบ กรุณาอยา่ลืมวนัสุดทา้ยวนัท่ี 31 มีนาคม   
ส มิ ท
ธ์ิธนา 
แลว้ขอ้สุดทา้ยนะคะ พ่ีมาดมีขอ้เสนอแนะและความคิดเห็นเพ่ิมเติมอยา่งไรบา้งต่อ  
มาด 
 
ในปัจจุบนัพ่ีวา่  คือตรงน้ีพ่ีก็วา่มนัหยดุย ั้งไม่ได ้ มนัตอ้งมีการพฒันาอยา่งต่อเน่ือง  ซ่ึงตอนน้ีก็ไดไ้ปคุยกบั
ทางสรรพาสามิตนะคะ มนัเป็นในเร่ืองของรายได้  ท่ีน้ีรายได้ของประเทศไทย มนัก็มีมา 3 หน่วยงาน 
สรรพากร  ศุลกากร สรรพาสามิต ขั้นต่อไปเราก็อาจทาํในเร่ืองของ e-total  ในการเป็น  web ท่า เขา้
ป๊ับผูเ้สียภาษีเน่ียสรรพากรคุมหมด แลว้สรรพากรเน่ียเรียกวา่ตอ้งจ่ายภาษีสรรพาสามิต สรรพากรก็ตอ้งจ่าย 
แต่ตอ้งชาํระภาษีศุลากากร import-export ก็ตอ้งจ่ายสรรพากร ลูกคา้สรรพากรเน่ียก็จะครอบคลุม
หมดนะคะ  อาจจะเลือกจ่ายภาษีอะไรก็จ่าย เรียกวา่เขา้ web total เขา้มาท่ีเดียว เขา้มาท่ี web total  
เราเลือกแลว้จ่ายภาษีไดเ้ลย 
ส มิ ท
ธ์ิธนา 
ก็คือเช่ือมโยงกนั 
มาด 
 
เช่ือมโยงกนั เพราะตอนน้ีเราก็แลกเปล่ียน เช่ือมโยงขอ้มูล ในเร่ืองของการ service นะ หรือว่าตรงน้ี 
ต่อไปท่ีเรามอง ตรงน้ีเป็น web total  ของกระทรวงการคลงัดว้ยกนั สรรพากร ศุลากากร สรรพสามิต 
ก็เป็นอยูใ่นกระทรวงการคลงัดว้ยกนั มนัก็ง่ายต่อการทาํ  web total  แต่ต่อจากน้ี อาจจะเช่ือมโยงกบั
หน่วยงานอ่ืนท่ีเก่ียวขอ้ง ตอนน้ีทุกคนก็จะมี online  แต่ผูใ้ชต้อ้งเขา้ไป web ของ สรรพากร www. 
rd.go.th  ทาํไมไม่เขา้มาท่ีเดียวแลว้คุณ share ขอ้มูล ปร๊ืดๆไป พ่ีมองวา่แนวโนม้ของประเทศไทย
ควรจะเร่ิม มีอะไรท่ีไดไ้ปแข่งกบัสากลเคา้ได ้
ส มิ
ท ธ์ิ
ธ น
า 
แลว้พ่ีบริหารงานดา้นกระบวนการติดตั้งฐานขอ้มูลใหม่ยงัไงค่ะ 
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มาด 
 
ก่อนอ่ืนพ่ีก็ตอ้งทาํความเขา้ใจกบัขอ้กาํหนดทั้งหมดก่อน เก่ียวกบัโครงการ e-Revenue แลว้ตอ้งติดต่อ
ประสานงานและสร้างความสัมพนัธ์ท่ีดีกบัลูกน้อง รวมถึงพฒันาสภาพส่ิงแวดลอ้มในการทาํงานไปใน
ขณะเดียวกนัในแผนกของพ่ี พวกเราช่วยกนัทาํงานดว้ยกนัจนกวา่จะเสร็จ และในฐานะท่ีพ่ีเป็นหัวหนา้งาน
และผูจ้ดัการแผนก พ่ีไม่เคยกลบับา้นก่อนลูกน้องเลย เพราะสภาพแวดลอ้มในท่ีทาํงานมีความใกลชิ้ดกนั
อยา่งมาก ทาํใหส้ามารถทาํโครงการต่างๆ เสร็จตรงตามเวลา น่ีก็เป็นกลยทุธส่วนตวัในการบริหารงานของ
พ่ีท่ีช้ีให้เห็นถึงภาวะการเป็นผูน้าํและการให้การสนับสนุนต่างๆกบัลูกนอ้ง ทั้งน้ี พ่ีเองตอ้งคอยตรวจสอบ 
สอดส่อง ระบบฐานขอ้มูลอยา่งใกลชิ้ดเพ่ือทาํให้แน่ใจวา่ ระบบขอ้มูลและโครงการมีความกา้วหนา้อยา่งดี 
แต่อยา่งไรก็ตามพ่ีก็ตอ้งทาํความเขา้ใจกบัรายงานต่างๆ ของลูกนอ้ง เพราะวา่พ่ีตอ้งนาํไปรายงานกบัหวัหนา้
ของพ่ีอีกทีในแต่ละเดือน หัวหน้าของพ่ีตอ้งการทราบว่าพ่ีทาํงานกนัอย่างไรและมีปัญญา หรืออุปสรรค
อะไรท่ีกระทบต่อความกา้วหนา้ของงาน อาทิเช่น อยา่งในกรณีฉุกเฉินพ่ีจะโทรศพัท์หาหัวหนา้งานของพ่ี 
เพ่ือท่ีจะปรึกษาวธีิการแกไ้ขปัญหาและการตดัสินใจในระหวา่งการติดตั้งโครงการ อนัท่ีจริงมนัเป็นเร่ืองดีท่ี
รายงานหวัหนา้ใหท้ราบ เขาจะไดเ้ขา้ใจวา่พวกพ่ีทาํงานกนัอยา่งหนกัเพ่ือใหก้ารติดตั้งระบบฐานขอ้มูลใหม่
สาํเร็จไดด้ว้ยดี ในการติดตามตามกา้วหนา้ในกระบวนการติดตั้งต่างๆ พ่ีจะเรียกประชมลูกนอ้งเพ่ือใหแ้น่ใจ
ว่า ทุกอย่างเป็นไปตามแผนท่ีวางไว ้และเพ่ืออาํนวยความสะดวกต่างๆ ให้กบัทีมงาน เพ่ือท่ีจะให้งาน
ประจาํวนัต่างๆ สาํเร็จไดด้ว้ยดี อยา่งมีประสิทธิภาพ 
ส มิ
ท ธ์ิ
ธ น
า 
ปัจจุบนัโครงการ e-Revenue น่ีไดร้างวลัอะไรบา้งคะ 
มาด 
 
ในส่วนของโครงการ e-Revenue น้ี จะมี e-Asia award ส่วน e-Filing ซ่ึงเป็นส่วนหน่ึงของ 
e-Revenue นะคะ อนัท่ีจริง e-Revenue ไดรั้บรางวลัตั้งแต่ e-Asia award คร้ังแรก ท่ีจดั
ข้ึนในประเทศไตห้วนั และในคร้ังท่ีสองท่ีจดัข้ึนในประเทศไทย ทางกรมสรรพากรไดรั้บรางวลั The 
best practice in Innovation e-Asia award ทั้งน้ีการมอบรางวลั e-Asia award จะ
จดัข้ึนทุกๆ 4 ปี ในคร้ังท่ีสองน้ีทาเราก็ยงัไดรั้บรางวลัอีกมาก อาทิเช่น The web collaboration 
แลว้ก็มีรางวลั IT Prime Minister Award ในเร่ืองการจดัเก็บภาษีแบบออนไลน์ รวมทั้งรางวลั
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การพฒันาองคก์รดีเด่นอีกดว้ย หลงัจากนั้นโครงการ e-Revenue ก็ยงัไดรั้บรางวลัอีกมากมายจากทั้ง
ภาครัฐและเอกชนอีกหลายท่ี  
ส มิ
ท ธ์ิ
ธ น
า 
ขอบคุณมากนะคะ สาํหรับความร่วมมือต่างๆ และขอ้มูลท่ีเป็นประโยชน์เก่ียวกบัโครงการ  
e-Revenue ในเมืองไทย 
มาด ถา้นอ้งตอ้งการขอ้มูลเพ่ิมเติมสามารถติดต่อพ่ีไดโ้ดยตรงและทุกเลยเลยนะคะ 
ส มิ
ท ธ์ิ
ธ น
า 
ขอบคุณมากๆ อีกคร้ังนึงนะคะ  
 
 
 
 
 
 
 
 
 
 
 
 
 
Smithtana: I am currently studying the Ph.D. about the e-Revenue project, majoring 
in Business Information System. I would like you to give some 
information and answer some questions for my research study. 
Mart: Did you ask anyone with the same questions? 
Smithtana: Yes, all interview questions are the same. The qualitative data collection 
need to be analysed what are whether similar or different. Thus, all 12 
interviewees were asked the same questions, such as what the e-Revenue 
  366 
 
project is, how the e-Revenue project is implemented and how the e-
Revenue project is controlled. 
Smithtana: The first question is what were the motivations for creating the e-
Revenue policy in Thailand? 
Mart: First of all, we have to identify that the e-Revenue system and the tax 
online process are separately considered. The tax online process is in 
fact a part of the e-Revenue system and considered as a tool of the e-
Revenue system, so called e-filing. On the other hand, the e-Revenue 
system is more likely considered as the e-service of the Revenue 
Department which most people may misunderstand.  
Mart: Most people misunderstand that e-Revenue system and the online tax 
payment were similar. 
Smithtana: So, they are not the same. The tax online process is a subset or a part of 
the e-Revenue system. 
Smithtana: What were the motivations for creating the e-Revenue policy? 
Mart: That would initially begin with the aims of not only responding to the 
citizen or tax-payers requirements that would make the whole process 
more convenience, but also improving for the tax administrators and tax 
system to be more modernised.  Therefore, the e-Revenue system can be 
divided into two main parts. The first part is to provide a better service 
to the public, while another part is to provide intranet and network for 
the tax officers or staff within the organisation in order to enhance the 
internal communication, the internal announcement, issuing the memo 
and informing new rules or regulations. In the past, we have to send all 
memo and information via the mail. Thus, the offices in Bangkok would 
receive these memo or official announcement faster; however, the 
offices in Narativat province, Pattani province, Omguoy or Chiang Mai 
would take longer time to receive this information through mail service. 
Consequently, the receiving time of this information is different and it 
would directly affect the difference in the speed of the service to the 
public. It might also affect when some urgent information such as stop 
something or determine some timeline for some particular occasion need 
to be publicly informed, the remote offices sometimes may or may not 
receive this information. Hence, the Revenue Department aware of this 
location disadvantage and intend to change the information receiving 
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process to be the same layer via adopting some new technology. 
Moreover, the Revenue Department intend not only to improve the 
service for the tax payers, but also to improve the information operation 
to get and public information in time and faster to deliver to the public.  
These changes should be made in parallel. With the second part, the 
Revenue Department have to reduce the tax operation stage, because the 
government policy did not allow to increase a number of government 
officers and more likely to downsizing each department or limit the 
number of  government officers. Even though some officers have 
already been retired or early retired, that position has been deleted. 
While the Thai economy is increasingly growing, the task for tax-
collection is inevitably increasing. Conversely, the government positions 
and officers are more limited. Therefore, the Revenue Department has 
an ideal to implement a new technology to develop an existing 
operational system, particularly for cutting some unnecessary or similar 
routine works. The new IT is implement for replacing the labour to use 
in another developed area. Before establishing the e-Revenue project, I 
found some difficulties in the Thai tax system, such as delays, low 
public satisfaction and unsuccessful government performance. Using the 
manual methods, my staff took over two hours to convert fifteen data 
transactions into the same format. The e-Revenue project helped us to 
work more easily. Currently they spend only two minutes per single data 
transaction. Thus, we think that the use of IT can help reduce the 
government cost a lot, such as paper cost, printing cost and delivery cost. 
When changing the online tax process, the use of IT in sending the tax 
online form would also help to reduce the printing cost. Moreover, all 
required information are available on the internet which people can learn 
all tax process step by step and this can increase the corrective 
information. We also provide a special program to detect and to check 
the data and all tax calculation; such as, how much  married people can 
deduct tax from having children  whether their children are studying or 
not. It is not an easy task for people to fully understand the tax payment, 
for instance, how much donation can deduct the personal tax. Some 
people have to use a tax hand book in order to have a better 
understanding. Sometimes there are some technical terms that they can 
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not still understand all of them.  Therefore, the Revenue  Department 
still got some complaints about the details which seems to be 
complicated for people in general, such as, where to put the total income 
and where to put the expected income in column 40. Sometimes they 
need more clear explanation in filling the tax form. Finally, with the use 
of IT in the e-Revenue project, we have a calculate program in place to 
help people. They can automatically online calculate how many and how 
much children can deduct tax, for example, the child who is studying 
can reduce 17,000 baht while the child who does not study can reduce 
only 15,000 baht. These calculation programs can increase the public 
satisfaction which provides convenience and better service for the 
public. It also can save time and transportation cost for all tax payers to 
come to the tax office which normally once or twice a year. The 
Revenue Department intends to improve the service standard with a 
good vision in tax-calculation, control, and reliable tax service which 
can create more public satisfaction in the future.  
Smithtana: How about the punctuality of tax payment? 
Mart: Yes. This is an important part of the Revenue Department. In the past, 
we received a lot of complaints about this punctuality. If we focus on the 
details of the online service, the process of tax online is the weak point 
of the Department service which cause in delay, inconvenienced, and 
limited car park. It becomes a bad habit for tax payers to go to the tax 
office mostly on the same last day. The due date is normally on 7
th
 or 
15
th
 of the month at the end of financial year. In fact, the tax payer can 
start to pay since at the beginning of the month. However, most of them 
(approximately 90%) came unexpectedly on the same day on 15
th
 which 
make a lot of traffic in processing tax. Moreover, with limited car park, 
limited tax staff and limited chair available in the tax office caused 
unpleasant and inconvenience for people who wait for the tax service. 
Most people think that there are very limited tax officers, but we have 
already increased and recruited staff from the back of the house to help 
on those days. However, it has never been enough to carry on a lot of tax 
payers‘ requests at the same day. Some tax offices have to extend the 
office hour on that day till 9 pm, but still get some complaints. We try to 
conduct the public relation to stimulate the tax payers not to come on the 
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last due date; however, it depends on their own perception and habit. 
Therefore, the only solution that we came across is to find a new 
technology not only to improve our service more efficiently, but also to 
have a better respond to the public. Finally, the online service or the e-
Revenue project becomes an excellent alternative for people to process 
the tax payment via the internet from home. 
Smithtana: The second question is what were the causes for implementing the e-
Revenue project in Thailand? How could this e-Revenue project create 
convenience to the Thai citizens? 
Mart: Convenience! Even though the Thai economic is slow, the use of IT in 
the development of tax payment can cut some tax process, create more 
convenience, and improve the work system more effectively. We also 
can faster file and higher tax collection than the Gross Domestic Product 
(GDP) of Thailand up to 7% or 8%. We can collect the tax more than 
GDP, which is not normal in general. It means that there are still some 
more no-show tax payers or un-registered tax payers. Therefore, we use 
new IT not only to provide a better service to the public, but also to 
motivate un-registered tax payers to use our system and create the 
perceived value of easy to use for them. 
Smithtana: Next one is the third question. What were the benefits of the e-Revenue 
project? 
Mart: First of all, I think this project help to reduce various costs in the long 
term. In the short term or the first year, we have to invest in IT 
infrastructure. 
Smithtana: Is the e-Revenue project a big investment? 
Mart: Yes, it is. When comparing the reduced costs in every year and the 
initial investment, we can save approximately 300 – 500 million baht. 
Since the first development, the initial investment was only 40 million 
baht. This project has been publicly used over seven years. In respond to 
a number of online users are dramatically increasing, we also have to 
expand IT infrastructure and networking to match with the increased 
public demands. 
Smithtana: That seems to be a lot of perceived benefits to reduce the costs in the 
long run. It also can save in various costs; such as, paper cost and human 
resource cost. 
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Mart: In terms of the service quality, this e-Revenue project is not only to 
respond to the customer need in a better and faster ways, but also to 
respond to the Thai e-government policy. 
Smithtana: Next, what are the barriers of the e-Revenue implementation in 
Thailand? 
Mart: The barriers may vary. If we look at the beginning stage, no one likes 
the changes. In fact, to bring or to implement a new thing has to be 
accepted from everyone. Before that our staff should be the first to 
accept. Certain changes may be unacceptable for some staff, because 
they afraid of losing their power and other things. People and tax payers 
may feel the same and nowadays still hard for them to accept the new 
thing. 
Smithtana: How do we ensure that the e-Revenue project would be safe to use? 
Mart: Yes, it is all about understanding and confidence in changing system. 
This system can reduce the cost not only for the supply side (the 
Revenue Department), but also people costs. We try to explain that all 
costs we spend are from their tax payments. In fact, we can reduce the 
tax operation costs, the government costs can also decrease at the same 
time. The Revenue Department is a non-profit organisation which 
reducing cost does not mean getting more profits. All budgets we spend 
would return back to the government budget or fund. Nevertheless, most 
people still believe that cutting cost become a profit for the Revenue 
Department. Cutting operation costs via implementing the e-Revenue 
project helps to save the government budget, so the government can 
spend its budget in other ways; such as, developing education or 
developing infrastructure. Thus, the barrier is the understanding of 
people on this project. The second is the infrastructure. Thailand basic 
infrastructures are different from other countries, such as, Hong Kong, 
Korea, Japan, etc. The most populations in Singapore are internet users; 
therefore, it would be easier for them to accept the e-service from their 
government. While there are less than 50% of Thais who know how to 
use the internet. This also become one of main barriers for the e-
Revenue project implementation. We try very hard to promote and 
public relation for Thais to use this online service. Nevertheless, the 
level of Thai people is still low. 
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Smithtana: You mean the education level of Thai people. 
Mart:  Yes. The new generations mostly graduate the bachelor degree, which at 
least have some basic computer skills, while the old generations have 
not. The old generation still prefer the manual paper system because 
they can simply understand and used to the old tax payment system. It is 
quite difficult to motivate these people to have a confidence on new 
online tax payment system.  
Smithtana: Next question, it is how much budget will be allocated for e-Revenue 
projects in Thailand? 
Mart: The estimated budget for the e-Revenue database is approximately 30-40 
million baht. I can say that we can save around 300 – 400 million baht 
per annum through using the IT. It is worth a lot more than we expected. 
This development has to be continuing. In terms of the service, we have 
to invent a new service; such as last year we use the SMS system to 
inform the tax-return via mobile phone to all tax payers. This SMS 
system would be beneficial both for public administer to quicker send 
the confirmation details of tax return and for the people that can 
automatically receive this tax information via their mobile. Even thought 
this SMS service normally cost approximately 3 – 6 baht, we develop 
our own system that can much more save this SMS service cost down to 
only 40 – 50 cents. We use our government server to send all tax return 
data to the tax payers which can save a lot of government budget. It also 
can gain more satisfaction from the taxpayers.  
Smithtana: Next, what is the future direction of the e-Revenue project in Thailand? 
Mart: The future trend in the government side focus mainly on a new 
technology to provide a better service for the public. The core function 
of the Revenue Department is to collect the tax which becomes our main 
service. Before implement any new technology, we have to consider 
many aspects of chosen technology that have to be suitable, useful, 
reliable technology with the nature of our organisation. Thailand still 
needs to develop the IT infrastructure which consequently causes the 
delay and unsmooth implementation and adoption of the e-Revenue 
project. To suitably invest in a new technology, we always look at the 
cost and the effective Return On Investment (ROI) whether it worth to 
invest or not, such as the SMS service which costs less than mailing and 
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faster than other ways as well. Hence, technology nowadays play 
significant role to bring new change into our system. This technology 
can create a connected live that provide a better improvement of 
people‘s life. Nonetheless, our country still lacks of good IT 
infrastructure which cause the delay and other unsmooth project 
implementation. 
Smithtana: Some might be not smooth. 
Mart: Yes. However, the new trend for the e-Revenue management is to keep 
continues improvement in order to better respond for the public 
satisfaction. We have also to consider the average budget on each 
particular project investment that would be well-return or sufficiently 
worth to invest. Furthermore, we have to mainly consider the benefits 
and public satisfaction as the principle part.  
Smithtana: Next is the question 7. Which factors affect implementation of e-
Revenue project in Thailand? From a – g please explain why and how 
each factor is significant? 
Mart:  All factors are very important. Some factors are needed to develop this 
project. Without budget, it is difficult to manage this project. Policy is 
mainly related to the all implementing process. Both policy and 
procedure become main concerns like ‗putting fish into a tank‘. It means 
the procedure of last year show an estimated plan and policy for the next 
year. This also directly concerns the budget plan for next year. When we 
make a budget plan, it sometimes becomes out of date in terms of the 
specification of IT. Thus, it is a part of traditional budget plan that we 
have to propose it in advance. The approval process also takes a long 
time. Thus, all rules and procedures of the Thai government are one 
obstacle for development, particularly in terms of the use of IT. 
Smithtana: The approval process needs to be fast. 
Mart: Yes. It has to be fast. In general, the approval process normally takes 
around 2-3 months. When it was approved, the specification of IT has 
already been out of date. If we make change in the specification, the 
senior administrators would set up the question, why we have to change. 
I think it‘s a main part of National ICT policy that need to be urgently 
changed. The rule and procedure should be more flexible like e-auction. 
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However, IT budget has to be prepared in advance. Since then we 
propose and get approval, the technology has already been changed. 
Smithtana: Yes. 
Mart: When the budget approved, technology had already changed. 
Smithtana: It has been too much delay. 
Mart: It is difficult to mention. I can not say anything. In fact, the overall of 
this procedure of IT budget approval is widely known that the 
purchasing process and approval need to be more….. 
Smithtana: Flexible. 
Mart: Yes. We have to clearly explain the budget what should we do. 
Smithtana: Yes. Let discuss the next factor. How significant is the procedure? 
Mart: It is vital that all government officers or staff have to be clearly 
understood the policy and procedure of the e-Revenue project. After I 
had explained the benefits of the e-Revenue project, my staff indicated 
they were willing and ready to change to the new database applications. 
They were more likely enthusiastic and worked harder on this project. 
They were also willing to adapt and make transitions to the new work 
environment, since they recognised that the e-Revenue system would 
change the Revenue Department into a more useful government 
department, delivering more efficient government services and internal 
communication. The next step is to check the existing capacity of the 
database which I have been responsible and improve it to be ready for 
the e-Revenue implementation. To successfully implement this e-
Revenue project, I have to address one team with supervisor to deal with 
the actual database concern and find a solution, thereby consulting with 
IT database specialists from private company. My team spent time – 
about three months – working with 10 external IT database specialists. 
We had tried about 30 trial versions of data formats. Some were too 
complicated to use, while some have certain limited to use. Even though 
we tried to find a universal data format that can be effectively applied to 
the Revenue Department, it is not an easy task to develop the right data 
format for the e-Revenue system in a shorter time. I told my team that I 
wanted a plain data standard and platform to be used in the e-Revenue 
database system. The operational staff had to be able to easily format 
their data into the Department‘s new data platform. The most applicable 
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data formats would help the Revenue Department to save cost and time 
to converse all existing data into the same standard. Thus, I realise that 
the e-Revenue database system required qualified IT staff to adapt and 
control this new technology throughout the organisation.  
Smithtana: Are there any difficulties to implement this new database system? 
Mart: Yes, I have to get the finally-agreed database format approval from the 
senior executive before launching it across all sections within the 
Revenue Department. However, my division faced internal resistances 
and internal pressures from certain sections. Some staff did not agree 
with reorganising the new database process because they viewed this as 
a threat to their jobs. Therefore we needed to make them understand and 
believe in this modification. To ensure this new database format well-
proceeding throughout the Revenue Department, I have to use the pilot 
test in some sections for a few weeks before beginning to implement it.  
Smithtana: Yes. 
Mart: It may take more time. Therefore, all factors are significant. If we do not 
change this procedure, we would get the out-of-date specification of IT. 
Smithtana: It means the technology we used has already been out-of-date. 
Mart: Yes. The policy is also important. It also depends on the good vision of 
the leader or the understanding of perceived benefit of IT of senior 
executives. If the leader do not want to change or do not understand IT, 
it would be very difficult to deal with. The e-Revenue project is an 
excellent example which can not only meet the standard, but also has 
been successful rewarded. This is due to the fact that the leader has a 
clear understanding and support the use of IT in organisation. 
Consequently, we can successfully develop this project in a short time. 
Nonetheless, when we share this online system with other government 
organisations, some leaders do not support and some do not fully 
support unlike our leader. The e-Revenue project policy and plan need to 
be revised regularly to help the Department‘s management and 
operational staff to implement the e-Revenue project more effectively. I 
agreed with the senior executives. They had the good vision to regularly 
revise the e-Revenue plans. In my case, when I found some difficulties 
in my team, I reported them to the CIO. She would try to investigate 
what the problems were and discover solutions. If she realised that I 
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needed time to fix those problems, she would slow down the e-Revenue 
project plans for a little until I could fix my problems. That was greatly 
appreciated. Hence, the vision of the leader becomes a significant key to 
success.  
Smithtana: It‘s all about understanding and leadership support. 
Mart: I think one of the main success factors of the e-Revenue project is the 
leadership support. If the subordinators or practitioners have good ideals 
or good project, but the leaders did not approve or did not understand. 
As a result, it becomes worthless. The leaders or people at the 
management level should have a good vision. We also send them to be 
trained in the vision management course in order to improve their 
management skills. In today‘s globalisation world, any organisations 
need to understand how the world changes in which ways. 
Consequently, the policy is vital that have to be planned in the same 
ways of changing world. Our leaders have very good foresight to 
develop the management people to have a good vision, because they 
believe that only one good vision leaders can not successfully achieve all 
work processes. The subordinators should also have the same vision to 
achieve. This becomes another significant key success for the e-Revenue 
implementation. Not surprisingly, we received many IT awards from 
government which could prove our successful e-Revenue project. We 
have to a management strategy and the good direction. 
Smithtana: The e-Revenue project currently becomes very popular. There are quite 
many international journals about the e-Revenue project.  
Mart: There are a lot of people from overseas make a request to investigate our 
e-Revenue project, particularly Japanese. A lot of Japanese public 
administers and IT technicians make a direct request to examine the e-
filing system. They mentioned that their system would not quite 
successful, especially in sending and filling online system through 
Internet. They would like to know and learn why and how we succeed, 
but they can not. They ask for which techniques we use, how we 
implement the e-Revenue project. Not only Japan, there are a lot of 
requests from other countries, such as India, Vietnam, Mongolia, and so 
on.  
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Smithtana: Yes. My research intends to provide guidelines or benchmark for e-
government initiatives in Thailand. My research objective is to find out 
what factors related to the successful e-government implementation and 
why? Besides, the percentage of project response and number of e-
Revenue users is very significant.  
Mart: It becomes more successful than using manual. We have to cut some 
inactive programs to balance between convenience and security to make 
it easy to use or user friendly. In addition, the new IT law is currently 
applied to the e-Revenue which makes it more complicated. However, it 
would be more benefits for users to protect their information and 
privacy. Thus, we have to increase more security level to gain trust from 
users in general.  
Smithtana: It has been continuously improvement. 
Mart: It might be less. 
Smithtana: How about the collaboration? Is that any significance? 
Mart: It is very vital for the e-Revenue project. We have to share a lot of 
information with other organisations. Fortunately, we always receive 
good collaboration from For instance, we can access and get the 
information about the Retirement Mutual Fund (RMF) and Long-Term 
Equity Fund (LTF) automatically from banks, insurance companies and 
other financial service providers because they provide us a good 
collaboration on sharing these information that help us to instantly 
calculate RMF and LTF for tax calculation purpose. When the tax payer 
fill the online tax form, we can check their financial records strath away 
from the bank database which can save time and cost about related-
supportive documents for their tax deduction. With the manual style, 
they have to get all original supportive documents from those banks and 
insurance companies to attach with the tax return form. With a good 
collaboration, we can more convenience and more easily access to 
related information which create more understanding and more 
satisfaction for all online tax payers.   
Smithtana: They begin to have more understanding. 
Mart: Yes. They realise that their work may reduce, especially on the printing 
tax receive costs. The tax payers now can submit the tax form via the 
internet, and view their statement online. It could help to provide a 
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solution in the case of losing tax receive, which normally takes almost 
two weeks to get a new one and it still costs.  After implementing the e-
Revenue project, we can issue an online tax receive for tax payers 
straight away. Many organisations also implement the voice system to 
automatically response to their required information, such as the interest 
rate of their bank account. As a result, it can be recognised as the 
collaboration between the Revenue Department and other financial 
institutions. There are currently three new banks that can provide a 
online tax payment, including the bank of America, the City Bank, 
Sumitomo bank, etc. 
Smithtana: Most related organisations provide collaborations in every way. This 
also helps to reduce the costs. 
Mart: Yes. All tax payers, banks‘ customers and other organisations‘ 
customers currently become our customers.  Thus, we offer more 
channels for the tax payment such as, internet pay banking, e-banking, 
mobile banking, pay at bank counter or pay at post or pay at 
convenience store like 7 eleven. There are various types of customers 
like most Small-Medium Enterprises (SMEs) prefer to pay wherever are 
most convenience for them. 
Smithtana: It depends on where and which payment methods they get use to. 
Mart: We develop all payment methods at the same time. We mainly focus on 
customer-centric. Therefore, we try to improve all payment channels to 
serve the customers better via offering more choices for payment. 
Nevertheless, there are still some limitations such as 7 eleven can not 
accept cash over 30,000 baht, Post office can also not accept cash or 
cashier cheques over 200,000 baht. Some payment channels like banks 
have some regulations about the fee relating to the tax payment. This 
information about the available tax payment channel, fee, and limitations 
should be publicly well-informed. In a case of some big companies have 
to pay tax per year over 10,000 million baht, they prefer not to carry 
cash and pay at the counter. They always prefer use more convenience 
and safer method without carrying a lot of cash. 
Smithtana: No one likes to hold a lot of cash, but they would get used to it sooner or 
later. 
Mart:  It becomes part of our concerns. 
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Smithtana: How about personality? The personality of tax staff has any effect on 
this development? 
Mart: The personality also has directly effected and becomes one of the most 
successful factors. In human resource management (4m), man is the 
most significance. Even we already have the security applications for 
deal with unexpected situations such as threats, viruses or faults, we still 
need man to control and monitor all IT applications with high protected 
system.  Everyone is important to the Revenue Department. If the 
Department did not have all of you, the e-Revenue project could not 
achieve as the CEO expected. We have to work hard for our target. 
Smithtana: It implies that man is vital to deal with threats, viruses or faults if they 
occur.  
Mart: However, most Thai government agencies complained about a lack of 
qualified IT staff in their agencies, and had experienced difficulties in 
recruiting suitably qualified and skilled IT professionals. They needed 
improvements and solutions in this area from the Thai government. 
Fortunately, I had enough qualified IT staff in my division. I had no 
difficulties commencing and implementing the e-Revenue database 
system because my leaders hired adequate qualified IT staff to enable 
effective implementation of the e-Revenue project in the Revenue 
Department. Moreover, the Revenue Department concentrate on IT 
training which aims to increase IT skills for all staff at least 5 days per 
annum. We also have online-training program as a part of e-learning 
process available on our website to continuous improve the 
Department‘s staff IT literacy including testing and providing certificate. 
Consequently, this aims to become ‗Good Governance‘.  
Smithtana: Next factor, it is the leadership support. 
Mart: Authorisation from the leader is important. My leaders always supported 
what I wanted, asked for, in terms of budget or IT equipment. Whenever 
we asked for certain necessities, they rapidly gave approvals based on 
how important the needs were. In generally, the executive authorisation 
process took about three weeks to finish. On the other hand, my leaders 
always discussed and tried to solve these difficulties. They understood 
that everything has been waiting for their approval before starting to do 
the next step, so they provided us very fast approvals. Besides, the 
  379 
 
Revenue Department uses the decentrailised empowerment to cut some 
unnecessary stages or work processes. This is because if the Revenue 
Department gives authorisation but does not provide empowerment to 
sub-sectors, the tax process would still be slow and might cause the 
delay for servicing the tax payers. In particular for tax offices in remote 
area, the Department has to give them authorisation to approve the tax 
process. The decentralization of authority is the main management 
method for the Revenue Department, which have a direct impact on the 
e-Revenue project.  
Smithtana:  The last factor is about organisational culture. The orgainsational culture 
has any effect on the e-Revenue project. 
Mart: There are a lot of effects. The organisational culture has been changed 
from traditional paper work system to online system. Nowadays if the 
network is down, staff cannot work. They are already familiar with using 
the computers every day. If they want to take leaves, they will send the 
applications via the intranet system to their supervisors. The network 
system becomes the heart of the Revenue Department. If the network 
was down or broken, the whole online process will be obstructed and the 
manual paper system become too slow to use. Therefore, organisational 
culture has been changed, but user culture never changed (still come to 
pay tax in the last day). Even though we extend the office hour till 10 
pm or using the IT, the culture of tax payers or users still prefer to pay 
tax on the last day or nearly the last hour. Moreover, some online users 
sometimes forget their password, so they can not process their online tax 
payment. 
Smithtana: Yes. 
Mart:  Nevertheless, our organisational culture has been considerably changed. 
Since the e-Revenue project is implemented, we enjoy our modern 
technology. 
Smithtana: Yes. This e-Revenue project stimulates our staff to work and result in 
increasing productivities. 
Mart: All service and tax process are available online, including checking 
information or finding the ID number.  
Smithtana: Next is the 9
th
 question. Do you think what are the results or feedbacks 
from Thai citizens to e-Revenue project in Thailand? 
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Mart: I think it is ok. Even though some people do not process their tax 
payment online, they still use our online service to download the tax 
forms. Before they have to ask a messenger to get the form from the 
local office, and then fill the form and send it back to the local office. 
Nowadays they can save more time and traveling cost to use the internet 
from their home or office to download and print the forms out. 
Furthermore, they can download other related information and laws 
which are currently available on our website. The tax payers do not have 
to buy law books (800 – 1000 baht), because the Revenue Department 
has all related law books in our library. We also provide monthly-
updated information that are necessitate for all tax payers to find out 
online, while the books do not updated on monthly basis as we offer.  
Smithtana: It is correct. 
Mart:  The law books are usually printed once a year. Thus, most accountants 
and people prefer to use our provided information available online or on 
the e-Revenue website. 
Smithtana: That is very convenience. 
Mart: The law books are first published since 1957. We actually have all 
necessary information about the related law and tax regulations available 
in our online database which most accountants and accounting agency 
can find it. If they apply the e-revenue tax info program, they will 
receive all requested information through e-mail service. Furthermore, 
they will get updated tax information through e-mail. Only registered 
member would receive this benefit. The feedback from this service is 
very positive. Some people mentioned that this service provide faster 
and more convenience for them. It helps the e-Revenue project 
becoming more popular. 
Smithtana: It can access from everywhere, even through the mobile. 
Mart: Yes. We also have a warning service through sending sms to the tax 
payers‘ mobile that it is nearly the due date and the last due date is on 
March 31. 
Smithtana: Next one is the final question. Do you have any recommendations and 
suggestions regarding the e-Revenue project in Thailand? (If yes, please 
describe). 
  381 
 
Mart: In the present, I think this project should be continuously improved or 
sustainable developed. We further discussed with other organisations 
like the Excise Department to implement and link tax information, 
thereby extending the scope of the e-Revenue project. It‘s all about 
collecting tax. In Thailand, there are three main organisations relating to 
tax collection, which are the Revenue Department, the Custom 
Department, and the Excise Department. Next step is to put all tax 
collections via combining all related tax collection in one single service 
so called e-total.  The customers of these three departments can pay all 
types of tax on the web total and choose to pay in each different tax. 
Smithtana: It is more likely all connected. 
Mart: It‘s all connected on the same network to exchange the information and 
increase the service quality. We look forward in the near future that this 
web total would link or connect all service of the Ministry of Finance 
together. Our foresight is to extend the e-Revenue service to other 
ministries and other departments. This could not only create a single 
point service as the web total that can share information on the Revenue 
Department official website as www.rd.go.th, but also exchange 
database which can improve the service standard of the public 
administer in Thailand in order to successfully complete with the 
international standard. 
Smithtana: How do you manage the e-Revenue database implementation process? 
Mart: First of all, I have not only to establish the understanding of the overall 
requirements relating to the e-Revenue database implementation and 
also to enhance the internal collaboration and relationship with my staff 
including improving working environment. In my division, we always 
worked together until we finish our tasks, Even as a manager, I never 
went home early. Our work environment is very close and cooperative, 
enabling us to complete our projects on time. This is my personal 
management tactics that show my leadership support to my staff. Also I 
have to closely monitor the e-Revenue database system so as to ensure 
good information flows and implementing progress in the e-Revenue 
system. To inform the progress of the e-Revenue database 
implementation, I have to clearly understand what my team reported to 
me because I have to report back to my Chief Information Officer (CIO) 
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every month. The CIO want to know how we work and what issues we 
have found out whether obstacles or barriers affecting to the work 
progress. Moreover, In any case of emergency, I will make a call to my 
CIO asking for the solution and decision-making during the e-Revenue 
implementation. In fact, it is good to let her know because she would 
understand what we try hard to get the database implementation process 
done. To follow up the progress of this implementation process, I 
arrange a regular meeting with my staff not only to ensure the smooth 
implementation process according to the functional plan, but also to 
facilitate the database implementation team in order to effectively 
achieve their daily tasks.  
Smithtana: How many awards do the e-Revenue or e-filing currently receive? 
Mart: The e-Revenue has been received the e-Asia award. The e-filing is a part 
of e-Revenue. In fact, the e-Revenue has been achieved since the first e-
Asia award in Taiwan. In the second e-Asia award occurred in Thailand, 
the e-Revenue project also received the best practice in Innovation e-
Asia award. This e-Asia award has been arranged in every four years. In 
the second e-Asia award, the e-Revenue also got the award on the web 
collaboration, IT Prime-minister award in terms of online tax payment, 
as well as the Revenue Department as the best organisational 
development. Moreover, the e-Revenue project has been awarded in 
many other competitions.  
Smithtana: Thank you for your keen cooperation and useful information about the e-
Revenue project in Thailand.  
Mart: If you need any further information, please do not hesitate to contact me 
directly and anytime.  
Smithtana: Thank you very much once again. I am really appreciated your time and 
very useful information about the e-Revenue project.   
 
